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What is the Customer engagement toolkit?
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The toolkit is Action 2 in the AER’s Towards energy equity – a strategy for an inclusive energy market.

The AER sought to collaborate with consumer-facing energy businesses and consumer stakeholders to 

understand what is already working well and identify where there may be gaps in understanding or techniques 

in identifying vulnerability.

Outcome 1

Barriers to consumers engaging in the market are reduced

Objective 1

Improve identification of vulnerability

Action 2

Develop a toolkit to help consumer-facing energy 

businesses identify vulnerability

4 outcomes

5 objectives

15 actions

Disclaimer: Energy service providers have legal obligations in relation to identifying and engaging with customers experiencing vulnerability, including customers 

affected by family violence and customers experiencing hardship or other payment difficulties. If there is any inconsistency between this toolkit and a statutory 

obligation (under the National Energy Retail Law, the National Energy Retail Rules, or otherwise), the statutory obligation r emains unaffected and continues to apply.
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It is important for 
consumer-facing energy 

businesses to play a more 
proactive role in 

identifying vulnerability.

This includes but is not limited to 
supporting customers to identify 

themselves by sharing their 
experiences of vulnerability.

There is evidence that this 
not only improves 

outcomes for consumers, 
but also benefits 

businesses.

If assistance is provided early, 
consumers are less likely to 

accrue high levels of debt, be 
disconnected and experience 
harm – ultimately reducing the 
burden of bad debts on energy 

businesses. 

Every interaction may be 
a ‘moment of truth’ for the 

customer.

A good experience can 
strengthen the relationship, 

reducing the risk of consumer 
harm in the long term. A poor 

experience can be perceived as 
a service failure, potentially 

damaging the relationship with 
that customer for good.

Identifying and engaging 
with consumers 

experiencing vulnerability 
has benefits for both 

consumers and energy 
service providers.

Early identification and effective 
engagement can reduce an 

energy provider’s cost to serve 
and lead to greater customer 

satisfaction.

Why identifying and supporting consumers 
experiencing vulnerability is important



The toolkit responds to needs identified by stakeholders
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The toolkit shares insights that consumer-facing energy businesses can adapt to 
their specific context. It is intended as a resource to help businesses proactively 
identify vulnerability.

Stakeholders provided 

insights for developing 

a toolkit that is …

• Clarity on how to segment and 

identify vulnerability

• Consistent understanding of the 

problem across the sector

• Practical and actionable ways to 

improve practice at every level

• Flexibility to adapt approaches to 

different contexts and uses over time

• More proactive, tailored engagement 

and support from retailers

• Better ways to contact retailers when 

there’s a problem

• Inclusive, simple and easy-to-use 

systems

• Empathy, understanding and flexibility

Businesses 

need …

Customers 

need ...

Principles that work 

together at all levels of 

the business

Agile in response to 

changing consumer 

and industry needs

A model for continuous 

improvement to 

customer engagement

Customer 

engagement toolkit

Designed with a 

consumer voice

Broad and flexible

Supportive of existing 

legislative obligations, 

frameworks and 

guidance

Future proof



We consulted with stakeholders to develop the toolkit
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We collaborated with consumer-facing energy business and consumer stakeholders to 

build a toolkit grounded in research, evidence and stakeholder insights. 

January 

2022

April 

2024

Review of 

existing 

guidance

Customer 

journey 

mapping 

workshops

Conversations 

with 

businesses

Workshops 

with consumer 

advocates

Consultation 

on a draft 

toolkit

Along this journey, we realised we couldn’t talk about identification without 

talking about engagement.
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Driving better practice at 

every level

The toolkit shows how everyone in an 

organisation has a role to play in reducing 

the risk of vulnerability and helping 

consumers who are experiencing 

vulnerability have better experiences in the 

energy market.

The better practice 

principles

Each principle is explained through a 

consumer scenario that illustrates customer 

outcomes, findings from research and 

consultation, industry case studies with 

practical examples of how the principle can 

be implemented and a summary of it can be  

put into practice.

Using the toolkit at the 

workplace

Organisations can identify goals and actions 

to improve how your organisation identifies, 

engages and supports consumers 

experiencing vulnerability, including setting 

KPIs for implementing the 6 principles.

The toolkit aims to help businesses improve customer outcomes

It is structured around 6 flexible better practice principles for identifying and supporting 

consumers experiencing vulnerability, including guidance and case studies illustrating how the 

principles can be implemented by businesses.
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The toolkit supports customer centricity and innovation

Customer scenarios foster an intuitive understanding of consumers experiencing 

vulnerability, while industry case studies encourage staff to innovate by drawing on 

lessons from businesses across sectors.
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A flexible slide deck and downloadable poster help businesses adapt the toolkit to their 

context and support staff to apply it in practice. 

The toolkit is designed for practical implementation



Thank you
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