
Customer  
Engagement 
Toolkit
Better Practices  
for identifying and  
supporting consumers 
experiencing vulnerability.

Remember, anyone can experience vulnerability at any time.  
The experience of vulnerability is complex, varied, and impacts 
people in different ways for different periods of time. If you would 
like to learn more visit www.aer.gov.au or scan the QR code.

Rachel lives with 
her parents, who 
speak a language 
other than English 
at home. She is 
happy to help 
them manage 
things and has 
taken on the role 
of an authorised 
representative 
for their energy 
account. 

Rachel has to travel for work for an 
extended period of time so she 
contacts the company to let them 
know about her family's situation.

They arrange 
for an 
interpreter to 
help Rachel’s 
parents 
manage the 
account while 
Rachel is away.

 I can't leave 
without making 
sure they'll be 

OK.

您好, 我是您
电力公司 您
的翻 ...

Lee is seeking 
food relief from a 
local organisation 
as a result of 
acute financial 
hardship. 

They recognise 
he needs 
holistic support 
and connect him 
with a financial 
counsellor.

His other providers 
reach out to offer 
him support.

What 
a 

relief! 
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He receives his next bill , before 
the surgery and notices that 
the PDF has been made more 
accessible.  His screen reader 
is able to read the whole bill 
clearly, and he hears that he 
might be able to save money on 
a cheaper plan. 

After decades 
of serving her 
community as 
a teacher, Cora 
has recently 
retired and 
eligible for the 
aged pension.

They reach out to her to discuss 
her new circumstances. 

They put Cora on a better 
energy plan and make sure she is 
receiving the right concessions.

It’s 
good 

to know 
I'm making 
the most 
of what 
I have.

MonitorinG tRenDs in 
tHeIr cusTomer data tHe 
retaIler has obSerVed 
tHat tHis kinD of cRedit 
is becominG an 
inCreAsinG isSuE for 
tHeIr cusTomerS 
exPeriEnCinG 
vulNerability. TheY have 
esTabLisHed a pRojecT 
to upDate tHeIr bilLinG 
sysTemS to enabLe 
tHem to idenTify wHen a 
cusTomer has paId tHeIr 
bilL witH a buY now  

HamisH losT his 
onGoInG emPloYmenT 
durinG tHe panDemic, 
anD has beEn worKinG 
casuAl hosPitality anD 
gig economy jobS to 
make enDs meEt.

InSteAd of seEkinG 
supPorT fRom his 
retaIler, he has 
beEn managinG his 
enerGy bilLs by 
makinG sacRifices 
in otHer areAs of 
his life – he has 
limited his sociAl 
acTivitiEs, 
severely 
resTricTed his 
heAtinG anD 
coOlinG, anD 
reduced his 
sPenDinG on otHer 
esSenTiAlS sucH as 
foOd.  

BecaUse of his 
inSecure 
emPloYmenT, he 
has used eItHer 
paYdaY loAnS or 
buY now paY later 
serVices to paY 
for his 
gRoceriEs anD 
utilitiEs wHen he 
finDs himSelF 
sHorT, getTinG 
himSelF inTo debT 
tHat he sTrugGles 
to paY ofF. 

Design for all consumers
Ensure all consumers can access fair and flexible services and support.

Deliver customer service that engages effectively  
with vulnerability

Build organisational capability to identify and support consumers  
experiencing vulnerability.

Collaborate with other organisations

Develop relationships within and across sectors to holistically 
identify and support consumers experiencing vulnerability.

Use data to improve consumer outcomes

Make better use of data to identify and support consumers  
experiencing vulnerability.

Commit to continuously improving consumer 
experiences and outcomes

Regularly seek, test and implement new ways of doing things 
to drive improvement for consumers.

Amari has 
received an 
unexpected 
bill for major 
repairs to 
her car, which 
she uses 
on a daily 
basis.

She won’t be able 
to pay her 
quarterly energy 
bill on time …

but the 
idea of 
calling her 
retailer to 
ask for an 
extension 
is very 
stressful .

Amari is 
surprised and 
delighted to 
find that the 
customer 
service agent 
seems to really 
care about her 
situation.

How am I going 
to manage?

It's great to 
know I can make 

a difference!

Build an organisational culture focused on strong  
customer relationships and better consumer outcomes
Cultivate an  organisational culture and operating environment focused on 
identifying and improving outcomes for consumers experiencing vulnerability.

Drive better practice in your organisation  
by adopting our 6 Better Practice Principles




