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consumers experiencing vulnerability are not being effective and delivering better outcomes for 
people.  

We have also seen recent examples of extremely concerning behaviour from energy businesses resulting in 
significant harm to the most vulnerable consumers in Australia.  We have seen big energy retailers fail to 
stop deducting money from vulnerable consumers in the welfare system for years after they ceased to be 
customers or partner with HelpPayi to encourage consumers experiencing payment difficulties to crowdfund 
their bills instead of providing adequate support and addressing the root causes of the issue.  

Therefore, we strongly recommend that, in finalising the Toolkit, the AER adds specific indicators and 
metrics to the best practices proposed and commits to update its performance reporting procedures 
and guidelines to ensure ongoing monitoring of these measures and promote benchmark across 
energy retailers.  That could include working with community sector agencies, or undertaking a 
mystery shopping exercise to ensure the principles are being reflected in day to day operations. 

Recommendation 2: To ensure that the Toolkit is used, secure explicit agreement from 
energy businesses that they will implement the better practice principles and provide 
reports that are public. 

As it stands, the Toolkit is a supplementary resource to existing obligations set under the National Energy 
Retail Law, Rules and associated guidelines. Energy retailers are not required to adopt these principles. 

The AER could however work with them to secure their agreement that they will build the Toolkit’s principles 
into their operations. That could be demonstrated through:  

• Securing their agreement to report vulnerability assistance in their annual reports; 
• Asking retailers to come back in 12 months to share information about how and what they have 

done with the Toolkit, to share innovation and effective procedures, with the aim of driving 
improvement across the sector;  

• Establishing a best practices ‘sharing circle’ - asking each retailer to nominate a senior executive to 
attend, chaired by an independent organisation, like ECA. 

We suggest the AER consider the Vulnerability Commitment (a voluntary agreement launched by 
Energy UK in December 2020) as benchmark for the practices proposed in the Toolkit. By becoming a 
signatory, energy businesses commit to sixteen specific actions that aim to improve communications 
and accessibility, collaboration, and innovation. One of the commitments, for instance, requires 
signatory energy businesses to “assign a dedicated Vulnerability Champion at the Senior Leadership 
Team level or equivalent, who can demonstrate how the issue of vulnerability is escalated to Board 
level”. The Vulnerability Champion is responsible for overseeing the delivery of commitments to 
improve service to vulnerable households and can ensure the business response is front of mind for 
senior executives.  

Energy UK's 2023 Vulnerability Commitment Good Practice Guide further reflects on the role of the 
Vulnerability Champion, noting how these Champions influence decisions at Board level and enable 
direct consideration about where investment is made to provide the most support to customers 
experiencing hardship.  

ECA would be happy to work with the AER and businesses to support the implementation of the Toolkit. 

Recommendation 3: To be effective, the Toolkit needs to be very clear on the 
obligations of each the different areas within an energy retailer or service provider. 






