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The purpose of this guide is to walk you 
through the customer rebate application 
process for owner-occupiers as part of the 
Victorian Government’s Home Heating and 
Cooling Upgrades program. 

If you are a rental provider, you can find 
the relevant information on the website at 
heatingupgrades.vic.gov.au. 

Introduction
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On the portal home page, you can 
find information about applying, 
including the eligibility criteria, 
what you need to get started, and 
frequently asked questions about 
applying for a Home Heating and 
Cooling upgrades rebate. 

For more details including finding 
a suitable supplier please visit 
the Home Heating and Cooling 
Upgrades website. 

Before you start
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1.0 

You’re now ready to begin  
your application. 

Enter your property address.

Select the heating system you  
will upgrade.

After you select the heating system 
you will upgrade and decommission, 
a customer declaration will appear. 
Please read the declaration and 
confirm that you understand the 
requirements of the installation of 
the new reverse-cycle air conditioner 
and decommissioning of the old 
system (if required).

Property details
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2.0 

The next step is to declare the 
ownership details of the property. 
Select ‘I’m an owner-occupier’  
and click ‘next’.

Eligibility
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2.1 

The next step is to prove your eligibility. 

If you hold a valid concession card  
select ‘Yes’. 

When you select ‘Yes’, the 3 types of 
concession cards we accept are listed  
as options. 

Select the concession card you own as a 
primary cardholder, and then enter your 
details including your name, reference 
number, and expiry date as they appear 
on the card.  

Once you have entered your concession 
card details click ‘verify my card’.   
Your card will be verified instantly.  
After your card is verified you will also 
need to enter your annual household 
income which must be below $90,000  
to be eligible for the rebate. 

Eligibility
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2.2 

If you do not have a valid concession 
card select ‘No’ and confirm that  
your household taxable income is  
below $90,000. 

After you submit your application, the 
Home Heating and Cooling Upgrades 
team will email you requesting income 
documents as proof of your income.  

Eligibility
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3.0 

Enter your name, email address  
and phone number.

Your details
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4.0 

Once you’ve entered your details you 
will need to confirm your identity.

To confirm your identity online 
you will need two identification 
documents – we’ve listed the types 
of identification documents we 
accept in the ‘What You’ll Need’ tab.

Make sure you have these ready 
when you begin your application. 

Identity
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4.1 

Before we begin the identification 
verification process, you will be 
asked if you would like to save your 
identification details with Service 
Victoria. This will make any future 
applications you submit through 
Service Victoria easier. 

If you click ‘Yes’, you can easily 
create a new Service Victoria 
account. You can still continue on 
with your application if you select 
‘No’.
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4.2 

If you already have a Service 
Victoria account, you can ‘Log in’  
with your details to speed up the 
identity process. 

If not, click ‘verify your identity’  
to continue as a guest.
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4.3 

Select the first form of ID you will 
provide and click ‘Next’. 

Enter the required details. 

You have three attempts to enter 
these correctly.
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4.4 

Select your second form of ID.  
Again, you have three attempts to 
answer the details correctly. 

If the identification details on your 
documents match you’ll have 
successfully verified your identity.
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5.0 

After you verify your details with 
Service Victoria, you’ll be brought 
back to your Home Heating 
and Cooling Upgrades program 
application to review the details.

All the details you provided will be 
displayed for you to review and 
confirm. You can go back and edit 
any details that are incorrect. 
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5.1

Finally, read the terms and 
conditions of the program, Service 
Victoria’s terms and conditions,  
and the privacy policy. 

Tick  the boxes to agree. 

Once you’ve confirmed this, you’re 
ready to ‘Submit’ your application.
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6.0 

Once you submit, you’ll receive 
an email from us confirming we 
received your application. Our 
team will contact you if we require 
additional information. 

Please allow up to five business days 
to process your application.

Once the review is complete, we’ll 
send you an email advising you 
of the outcome of your rebate 
application.
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For more information visit 
heatingupgrades.vic.gov.au 
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