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EXAMPLES: Customer Support
Retailer Distributors Transmission Generation

VULNERABLE CUSTOMER ENGAGEMENT  
• Customer call centres
• Customer Councils 
• #BT Knock before you disconnect
• Engagement with direct connected C&I customers
• 14 days payment terms for small business suppliers

ENERGY LITERACY & EFFICIENCY 
• Energy literacy and energy efficiency information
• Information on concessions and government support
• Retailer Energy Efficiency Schemes
• Energy management tools including apps and SMS reminders re usage
• Encouraging self-meter reads 

COMMUNITY ENGAGEMENT & SUPPORT     
• Community sector partnerships
• Engagement with local landholders and communities including Indigenous communities
• Direct engagement with impacted landholders regarding new and existing infrastructure
• Supporting and contributing to the development transition plans for impacted communities in

partnership with other relevant stakeholders

HARDSHIP SUPPORT
• Dedicated support teams and collection processes
• Deferral outside of credit management
• Assisted access to concessions and supports and other government benefits
• Life Support Customer provisions
• Payment plans & debt management (including debt waivers/ payment matching)
• Referrals to financial counselling & other support services
• Retailer financial hardship programs
• Hardship support programs for assets
• ENA Network Relief package 2020


