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Public engagement summary: payment difficulty
framework implementation review 2022

We conducted our payment difficulty framework implementation review between September 2021
and August 2022. The review focused on evaluating the implementation of the framework in
meeting its objectives, by analysing direct customer experiences, data and information.

Our payment difficulty framework implementation review found that the framework helps
Victorian energy consumers manage their energy costs but that there are opportunities to
improve.

Read our Findings Report for more details about what we found.

We undertook extensive engagement with stakeholders when undertaking the review. The
feedback we received at each stage was critical to informing our review.

We engaged with a variety of stakeholders at every stage of our review:

e community and consumer representatives
e energy consumers

e energy retailers

e government agencies

o the Energy and Water Ombudsman.
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During phase 1 we analysed insights, information, data and engagement feedback to produce our
Findings Report. In phase 2 we delivered a series of better practice workshops to facilitate
discussions about practical approaches to support customers under the framework.

Review timeline and key engagement milestones

Nov 2021
Submissions to key
engagement questions

Nov 2021
Early observations workshop

Sep 2021

Apr 2022
Submissions to our approach

Early findings webinar

Sep 2021

May 2022
Review launched

Findings report released

Getting to Fair Review phase 1 Review phase 2

Jun 2021
Strategy
released

Jul 2022
Workshop 1
Supporting customers
with concessions and

relief grants

Aug 2022
Workshop 3
Effectively establishing
and reviewing payment
plans

Engagement
and research
program

Aug 2022
Workshop 2
Enhancing retailer-customer
engagement

Each stage of our engagement built upon what we heard in the previous stage, as shown in the
following diagram.
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YOU SAID...
Getting to In developing our strategy to address consumer vulnerability, we received
Fair feedback about the upcoming payment difficulty framework review: involve
stakeholders in scoping the review, include the voices of customers, focus on
framework implementation and including data analysis is critical. ...WE DID
We also received feedback about the implementation of the framework itself:
debt levels of customer_s are_a F:oncern, there rjeed.s to be more customer We invited submissions on our proposed approach.
Review engagement and there is variation across retailers in applying the framework. We focused on the appropriateness of the scope, purpose and
approach - . engagement questions.
11 submissions received generally supported our approach and: We commissioned a call recording study of calls between retailers and
* emphasised the importance of quantitative data customer receiving payment assistance.
» welcomed our collaborative approach to engagement
« provided other sources of information for us to refer to
« offered insights on how the framework is applied
» highlighted issues or discrepancies in the current framework and
. = noted the interaction between customer debt and customer engagement. We proceeded with our proposed approach to the review or our key review
Key review questions. We wanted to understand stakeholders’ observations and
questions experiences of the implementation of the framework by:
and early 90 participants attended our early observations workshop and 15 « inviting feedback on our key review questions between 19 September and

observations

Early
findings

Findings
report

Better
practice
program

submissions were received. Themes of feedback included:
= variation in applying the framework
« difficulties engaging with customers
« barriers to customers receiving assistance
» unintended consequences such as increased levels of customer debt
« impacts of COVID-19.

Over 80 participants attended our early findings webinar. The priorities for our
better practice program voted by participants were:

= supporting customers who cannot pay for their ongoing energy use

* lowering customer arrears

« concessions and utility relief grants

= consumer awareness and knowledge of entitlements

* customers experiencing vulnerability disproportionately facing barriers to

assistance.

Approximately 190 participants attended our three workshops. Common
themes across the workshops included:

* show empathy to customers

s build relationships with your customers

s communicate with them regularly through multiple channels

= ensure systems capture customers' information adequately

* have auto-prompts to ensure information is up-to-date

* be proactive in identifying customers who may need assistance.

Further information about each of these stages of the project can be found on our website.

30 November 2021
+ our early observations workshop on 16 November 2021
+ holding individual meetings with stakeholders.

We held a webinar to share our early findings on 7 April 2022.
We asked for feedback about which were priority areas to be addressed
in the better practice program.

We designed a better practice program to address key priority areas for
improvement identified in our Findings Report, released on 31 May 2022.
We held three workshops:

1. Approaches to increasing the number of eligible customers receiving
concessions and utility relief grants on 28 July 2022

2. Approaches to enhancing retailer-customer engagement on 11 August 2022

3. Approaches to effectively establishing and reviewing payment plans on
23 August 2022.
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