Energy Networks

Customer Experience Benchmarking
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Set the agenda.
Control the debate.

Gather best-practice, independent and objective Voice of the Customer feedback from your
customers. Then work with others in the sector to share performance data and plan and prepare
for the inevitable changes to the regulatory environment - including the likely introduction of a
performance based pricing framework with customer feedback based incentives.

Provide your Board with the confidence that internal data will stand up to external scrutiny

Benchmark performance - within the sector and against other sectors

Be prepared for the likely introduction of an incentives pricing framework similar to the UK

Public and political pressure continues to
intensify
As a result both Federal and State regulators are looking for

objective data to monitor and report on Energy matters to
their constituents.

Policy makers are looking to overseas models (eg the UK)
where adding an incentive/penalty pricing framework has led
to significant performance improvements across almost
Distributors.

Under the UK model 0.5% of Gas Distribution network
revenue is tied to customer service performance.
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Why this Program?

The Energy Networks Customer Experience Benchmarking
Program (ECXB) is the only syndicated research program of its
kind in Australia. Well established, flexible and affordable, it
already has a number of different electricity, gas and
renewables Distributors collaborating on ideal measures,
sharing best practise improvement ideas and building
capability.

By joining the Program you'll not only be gathering invaluable
data and information, but also working collectively with other
Distributors to co-create a future reporting regime that will:

+ Informyour people, process and technology investments
» Create robust, defendable data for the board and regulator.

WHY THIS PROGRAM?
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Chart of the day: Something has gone terribly
wrong with electricity prices

Story Lab_ By Joshua Byrd
Posted 18 Jul 2018, 9:d6am

Higher energy prices are here to stay — here’s what
we can do about it

“We are concerned that Cadent continues to miss the
customer satisfaction output. Cadent was penalised £1.98
million in 2016-17, and has been penalised a total of £8.44
million in the first four years of RIIO-GD1 for its low
customer satisfaction survey scores.” OFGEM Annual report

2016-2017. https://www.ofgem.gov.uk/system/files/docs/2017/12/riio-
gd1_annual_report 2016-17.pdf

Contact: Michelle O'Donoghue| CX Director - Utilities | michelle.odonoghue@csba.com.au | Ph +613 9605 4937
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Understand your service delivery
through your stakeholder’s eyes.

This syndicated tracking and benchmarking research program allows you to understand your
customer’s experiences - not just through the contact centre, but across service delivery of your
operational teams and contractors.

MEASURE the value that your business is delivering to the community and track shifts year on year.

IDENTIFY specific areas where change and investment is needed and adapt and evolve as necessary.

COMPARE your performance to other Distributor Businesses to see how you're really performing.

Created by the sector, for the sector

The ECXB Program was created in partnership with a group of
energy distributors and carefully designed to meet the
industries evolving needs.

Unlike other CX assessment programs, it doesn't take a one-
dimensional approach. Instead it assesses customer
experience across a variety of different touchpoints - reflecting
their whole journey with your company, providing you with the
data and insights you need and a framework for collaborating
with others to advance the sector.
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Track CX across a range of touchpoints......

Customer Service queries

New Connections

Load upgrades

Planned Interactions (Simple/Complex)
Unplanned Interactions (Faults and Emergencies)
Vegetation Management

Street Lighting requests

Complaints

PROGRAM OVERVIEW

‘The benchmarking program has
provided a structured yet simple
approach to measuring customer
satisfaction. The deliverables are
tangible, meaning we can do more with
our findings.’

Program coordinator| Electricity Network

.. and categories

Renewables
Gas
Electricity

....and customer segments or personas

Domestic (residents — new or existing)
Commercial (SME/Developer/Builder/Electrician/Gas Fitter)

Contact: Michelle O'Donoghue| CX Director - Energy | michelle.odonoghue@csba.com.au | Ph +613 9605 4937 3
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— — — DASHBOARD REPORTING

Online interactive reporting
- delve deeper into your data

No need to wade through pages reports months after data is collected - Get a clear view of how ‘If you're serious about customer
you're performing with highly visual, easy to use, online dashboards that are updated within experience, you can't afford not to
days of data being collected. Slicing and dicing your customer data has never been so easy. be part of this program’

Andrew Staniford | CCO AGIG

Compare year-on-year historical data

Satisfaction Measures
;\ Journey stage benchmarking*
I

Cross tabulation functionality* - perform your own analysis

The communication The everall quality of the The professicnallsm of The tidiness of the site on
gas  provided during the work Work caried out the workforce that cammied completion of the works

oo P
ances o Extract and export data as you need
¥ 18% L 19% ¥ 10%
Compare your performance to other distributor businesses

Easy to interpret and distribute data across your teams creating alignment

* Not available on all Program Options. See page 5 for more information..
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PROGRAM OPTIONS

Packages to suit your unique
needs and requirements

Every business has unique and distinctive needs and is at a different stage in their CX improvement
transformation. The program has been designed in consultation with the sector to ensure it caters for
these varying needs and stages in the journey through three different program options.

Options to suit different budgets and requirements
Best practice research - exceptional value for money

‘We find the benchmarking helpful - it
serves to tell us “what is possible”. We also
have the freedom to add other questions
which increases the return on investment of
the research as a whole. We can slice the
data our way - that suits our org structure.
And, best of all we can easily distribute
access to the results - no waiting for reports
or having to reproduce reports for internal
team members’

How the program works

The entry level program (minimum for all participants) has the
following methodology:

Telephone interviews are conducted every month to achieve an
annual quota that meets 95% confidence -/+ 5% error rate

Standard questionnaires are used to collect the key measures
(Overall Satisfaction and Net Ease) for each interaction type.

Performance attributes are also measured using an 11 point
scale across all measures.

Key Driver Analysis is run once per year to reflect contemporary
levels of significance and inform managerial action planning for
the year ahead.

The same methodology is applied to all participants in the
program, to provide you with an independent assessment of
how your organisation’s satisfaction with service compares to
others.
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Further tailor the program to suit your specific needs

Research packages to suit your needs*

Entry level Advanced Premium

Everyone has to start somewhere, As the team gains deeper

understanding (and dependence) on
the measures/data their needs often
increase. Truly understand how your

business is performing overall, and

Collect 360 degree view of

Create a baseline understanding of performance,

current performance in key
interactions and contribute to the
National Benchmark

Add other research questions about
Brand or temporary areas of interest.
Drill right down into the data, merge

share learning and ideas with other
participants in industry forums.

Collect higher volumes of data across
numerous channels

See page 7 for more information about the different options.

operational data into the dashboard
for context, collect qualitative data via
depth interviewing a range of external
stakeholders.

Contact: Michelle O'Donoghue | CX Director - Energy | michelle.odonoghue@csba.com.au | Ph +613 9605 4937 5
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i
Program options

- N N
Z Telephone surveys @ 1,080pa* % 1,440 pa* % 2,880 pa*
:
= Emails/SMS surveys to collect data online from broader group/s D Unlimited |:| Unlimited
9 # different interaction types (questionnaires) 3 4 Upto8
g
= # participating categories (Gas/Elec/Renewables) 1 2 3
©
= Comments, satisfaction ratings Comments,
® Customer feedback verbatim comments Comments only ! &S satisfaction ratings, Unique Work
3 Unique Work ID e ;
s ID, Classifiers for further analysis
Key Driver Analysis v v v
Benchmarks for overall key metrics (Business aggregate level) \/
s
g Benchmarks for overall key metrics (Interaction & Business aggregate) \/ \/
s
S Benchmarks for performance attributes (Drivers) \/ \/
g
1%} . . .
.§ Quarterly Best Practice Sharing Forum (Virtual) \/ \/
Passes to the 2019 Annual Industry Best Practice Workshop 2 3 Upto8
. 3 users 5 users Unlimited Users
Ol Relibeae) vl s {12 Momin Refreshed monthly Refreshed Weekly Refreshed Weekly
oo
'E Annual Executive Summary report - with insights and recommendations \/
o
o
& Bi Annual Executive Summary report - with insights and recommendations \/
Cross tabulation functionality - perform your own analysis \/
() q
3 Escalated requests from customers whose issue were not resolved \/ Vi
s
£ CSBA facilitated workshop with Cross functional team in your business to plan \/ \/
actions and build momentum.
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HOW THE PROGRAM WORKS

Effective methodology
and proven processes

The program has been carefully designed and evolved to provide timely information that drives
momentum and allows for a constant and ongoing customer feedback loop. The burden on internal
resources is minimal, as the CSBA team does all the heavy lifting.

INDUSTRY
WORKSHOP

TAKE
ACTION

DATA RESULTS
COLLECTION REVIEW

PROGRAM
] [e])

Agree interaction types

Refine Survey/s

Setup secure file
exchange mechanism

Build Reporting
dashboard

Sample arrives by 7th of
the month for previous
month interactions

Results published 3 of
the month

Contact data is cleaned
and washed against DNC
and uploaded

Review results

Receive Executive
reports for Board
presentation **

Nominate attendees

Plan actions

Internal workshop/s with
multifunctional teams**

Interviews conducted

Escalations triggered to
nominated parties as
required.

Quality monitoring - Field
Leaders review 5% of
interviews for coaching
and data integrity
checking

Secure sample for the
following month

Prioritise action

Secure resource
allocation to drive
change,

Contribute to agenda

Raise ideas for 2020
Program Improvement

Learn best practice

Build CX capabilities

Grow network

Build insights for
Regulator and Industry
Bodies

MONTHLY ** Program dependent

Best practice privacy and data security is central to CSBA's operations. Our systems and processes are optimised to protect and safeguard information and in
many cases exceed regulatory requirements. CSBA is also a member of the Association of Market and Social Research Organisations.

AMSRO

ASSGCIATION OF MARKET AND SOGIAL RESEARGH ORGANISATIONS

Energy Networks | Customer Experience Benchmarking Program Contact: Michelle O'Donoghue | CX Director - Energy| michelle.odonoghue@csba.com.au | Ph +613 9605 4937 7
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Growing and evolving in partnership

with the Energy sector

Over the last five years the program has grown and evolved from a simple idea, into a best-
practice industry benchmarking program. A program where participants are now collaborating

and joining forces to drive the direction of the sector.

BACKGROUND

Energy Program Timeline 2014-2019 Business dagkr:gggrd C\S/vBoAFIfEEOEigﬁg;O Madrch 28
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THE CUSTOMER EXPERIENCE SPECIALISTS

Begin discussions to
develop a program

TasNetworks

AUSTRALIA

\mﬁs&rks @2l

Delivering your power

= In 2015, AGN began looking for an independent and
robust methodology to measure customer satisfaction.
The objective being to instil a culture of business
improvement and setting a new direction in pricing
determination following a similar program in the UK.

= First round review of benchmarking results with AGN

and ATCO happened in July 2017. Objective was to gain
consistency in measures, and methodology.
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CSBA introduced online reporting portal creating faster .
access to results and flexibility in reporting design

Multinet, Ausnet (electricity and gas) SA Power
Networks, Allgas all join in 2018.

During 2018 the Energy Consumers association invited -
CSBA to work with them on the Energy Charter.

Contact: Michelle O'Donoghue| CX Director - Energy |

lgas

Renewables added as a Category in 2019
Participants align on the formation of an Industry
workshop in March. International best practise to be
showcased.

Endeavour Energy Joined in 2019.

michelle.odonoghue@csba.com.au | Ph +613 9605 4937 8
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ABOUT CSBA

The Energy sector
Customer Experience Specialists

CSBA has been working with the energy sector since its formation in 1997 - our founder John Huitfeldt started the company when he left Gas
and Fuel Corp to help drive customer service improvement in the newly competitive and deregulated environment. Since that time CSBA has
become the Utilities specialist encompassing Market Research and Quality Assurance, Service Excellence Training, Consulting and more recently

Journey Mapping and Service Design.
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How we’re helping our clients deliver
exceptional customer experiences

Established over 20 years ago, CSBA is regarded as a leading customer experience consulting group. We help our
clients to become customer centric businesses and improve customer retention and acquisition rates. We do this
by providing comprehensive analysis, research, strategy development, consulting and training services.

DISCOVER

Understand and engage with your
customers, staff and stakeholders

Discover what the people who matter most to
your business, think and feel about your
business.

Gain invaluable insight into their motivations
and preferences.

Gather independent and accurate data and
feedback.

Assess your organisational service capabilities
and compare them to your competitors and
best of breed businesses.

Identify gaps and opportunities to improve
and ultimately excel.

SERVICES

« Customer research

«  Employee research

- Stakeholder research

« Customer journey mapping

- Customer centricity audits

« Analysis of existing research and data

- Quantitative and qualitative research
services.
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DESIGN

Design and develop a customer centric
organisational framework

Create a clear pathway for evolving and

improving your overall customer experience.

Develop a blueprint for engaging with your
customers, that is aligned with your broader
strategic business objectives and plans.

Devise a carefully structured program and
prioritised initiatives that will enable you to
become a truly customer centric business.

SERVICES
Customer experience strategy
Customer Centricity Program
Customer Charter development
Performance Framework
Services Catalogue.

TRANSFORM

Operationalise customer experience
frameworks and improvements

Transform your business and create an
environment where every team member
shares the same vision and drive to deliver
great customer experiences.

Empower your people through customised
training and coaching programs.

Enable them to truly understand customer
expectations and how to create exceptional
experiences.

Support them with resources, processes and
systems. Reward and recognise excellence.

Embed an organisational culture focused on
delivering outstanding customer experiences.

SERVICES:

+ Training, coaching and professional
development

« Business improvement

« Process streamlining

+ Policy and protocol simplification
+ Service SLAs and KPIs.

ABOUT CSBA

ASSURE

|
Assess and assure customer experience
excellence

Implement an independent quality assurance
framework that provides peace of mind and
ongoing assessment and measurement of
customer experience.

Track and monitor shifts in key experience
metrics such as satisfaction, ease and
sentiment

Provide the valuable feedback and insights
your people need.

Identify areas for improvement and
investment and set your priorities for digital
strategies.

SERVICES
External Quality Assessment
Internal Quality Monitoring.
Mystery shopping
Customer research tracking
Industry benchmarking

Contact: Michelle O'Donoghue| CX Director - Utilities | michelle.odonoghue@csba.com.au | Ph +613 9605 4937
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