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Feedback on our approach to developing customer commitments
We have taken on your feedback and will address it in a range of ways, as outlined below
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Your Feedback Our Response

• We agree and note the feedback. We are aiming to develop a list in consultation with customers that includes both inputs (things that 

we will do) and outputs (things that we will achieve) with the later in particular, more externally / community focused.
The commitments should be less inward 

focused and more customer/community 

focused, otherwise there is a risk they may seem 

like marketing 

• We agree. As part of this project to develop customer commitments, we will first ensure a clear vision is articulated, and themes or 

values are highlighted that contribute to delivering the vision.

• We will then group commitments under the respective values/themes to ensure a clear link to our overall customer vision

The commitments should come under an overall 

vision for the business and its customers — it 

should be clear how the objectives of the 

commitments link to the overall vision 

• We note the feedback and will separate our core business elements from commitments that are related to new types of services/more 

futuristic services related to energy market transition

• Whilst acknowledging the ‘extra’ nature of commitments, we also want to stress that critical elements such as safety and reliability do 

not ‘just happen’ – and rather, require significant organisational focus and effort to achieve, particularly as the energy market evolves

We have proposed two types of customer 

aspirational and some that seem like BAU. BAU 

commitments can be put more in the context of 

what the additional challenge are to reach those 

outcomes

• We see the commitments as an evolving list that will adapt based on customer’s critical needs

• We agree that a personalised, transparent approach being adopted will spur a more dynamic conversation and thus will use our 

stakeholder engagement model to ensure customers have opportunity to provide input to commitments, track progress against them 

and help us to set the appropriate next priority areas when customer needs shift.

It would be helpful to signal where people can 

get involved to help build the relationship and 

the partnership. It will then become a more 

dynamic conversation 

• As per above, we agree and will ensure first a clear vision, then values/themes to support the vision and commitments will be grouped 

under these themes and clearly linked to our overall vision
It may be worthwhile having two or three groups 

of customer commitments sitting under the 

overall vision, to better demonstrate what the 

drivers of those commitments are 
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Your Feedback Our Response

• We will ensure our customer research approach (that will include elements of co-design) includes emerging issues to ensure that we 

do not end up with a stagnant list of commitments, but rather a reflection of those issues most important to customers (or becoming 

most important)
Customer commitments under ‘emerging issues’ 

lend themselves more to collaboration and co-

design with stakeholder, given its novel nature

• We agree with this – our aim is to build confidence and trust in us to deliver against our promises, and position ourselves as an 

evolving, customer centric organisation

• We also see the role of commitments as important in being transparent with our customers on the work we are doing and the results 

we are achieving

The role of the commitments is about building 

trust, engaging with customers and showing and 

committing to business values / the overall. It is 

also about showing awareness of the customer 

experience 

• We acknowledge this point and will aim to clearly articulate the value for money of commitments where expenditure to achieve the

outcome is material

Trust is less of an issue when it comes to 

delivering outcomes, it is more of an issue 

regarding expenditure to deliver those 

outcomes. Suggest building transparency 

around expenditure as well as outcomes 

• As discussed above, we see this as one of our core business functions. Smart meters have given us an array of sensitive customer

information and further devices and technological advances are adding to the volume of data that we collect (and securely store)

• We will include cyber security in our core functions for consideration as a commitment when we engage customers

There is some merit in focusing on areas such 

as cyber security, as more trust will have to be 

built with customers when energy home devices 

are installed, and customer details will need to 

be obtained 

• We will review how we best position this with customers when we roll out the commitments in 2021.

• As part of this, we will also review our customer charter to ensure alignment between our charter and the commitmentsThe commitments could also be a ‘contract with 

the customer’, in a similar way the customer 

charter works. 
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Your Feedback Our Response

• As per above regarding the customer charter, we will also review CSIS and other regulatory instruments to ensure alignment and 

clarity across our customer commitments

• We will develop a diagram of how these instruments interact and intersect to provide clarity

• We will ensure that our performance against the CSIS and other service incentives is clearly reported along with the reporting on the 

commitments

It would be helpful to understand how other 

regulatory instruments, such as the customer 

service incentive scheme (CSIS) fits into the 

customer commitments 

• We see this as a key first step to an effective set of commitments

• We have acknowledged customer feedback on trust and transparency as a key driver for us in developing commitments, but we will 

also use this opportunity to define our vision and link to key values before attempting to develop the commitments

• Success criteria will be developed as part of the program

We need to be clear on what the problem is (why 

are we doing this?) and what success looks like. 

These should be clarified before the 

commitments are developed 

• We appreciate the guidance, have commenced desktop research on the Yarra Valley Water approach and will arrange to meet with 

key personnel from Yarra Valley Water so that we may learn from their experienceSuggest to review what Yarra Valley Water have 

done, which helped them build trust with the 

community

• We agree, the customer bases are different across CitiPower, Powercor and United Energy

• In our testing with customers, we will ensure a mix of customers from across the network and will identify which commitments could be 

the same across two or all networks, and which are network specific

• Based on this feedback, we are open to proposing three sets of customer commitments, one for each network

There should also be network-specific 

commitments, as the issues would be different 

across the three networks and within the 

segments within the networks 

• We are open to this suggestion, however also note that commitments are primarily aimed at delivering for customers across our 1.8m 

customer sites in our three networks. We will ensure consideration of these opportunities before testing with customers

• If not addressed specifically in customer commitments, we will ensure local focus is provided through our stakeholder management

and engagement programs

• We acknowledge the more specific that we can be, the more meaningful the commitments will be to our customers

It would be helpful to also have commitments 

that speak to specific communities i.e. the dairy 

farmers close to the SA border, and the people 

in the Otways


