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2020 year to date performance in key customer experience measures across the business.
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Works, No Go Zone and key project types delivered.

Release 2 deployed to production 4th of May 2020. Status tracking and email updates for Minor
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of customers who are approved
at full export. This has resulted in a
sharp increase to the number of
customers requesting a further
assessment of their request and is
a leading contributor to
ombudsman complaints
received.

Privacy Audit Program

Audit action items arising from internal privacy audit

All audit items completed on or ahead of schedule. The actions have significantly improved our
privacy governance, reporting, policies, training and processes.

COMMENTARY L A\ Planned
* Despite the uncertainty Unplanned Ouiages Ouiages
created by COVID-19, the Number of customers who experienced an unplanned |Number of planned outages and
veluine 6f New Cemnceiisms outage and overoie eernence indicators overoie mins ier customer
requests fulfiled has increased by UE
2% in VPN due fo a 7% growth in 67,818 713,329 245273 9% | 43224 309749
; q q —_ CUSTOMERS CUSTOMERS CUSTOMERS PLANNED PLANNED
residential connections within the AFFECTED AFFECTED AFFECTED OUTAGES OUTAGES
Powercor network. Impacts felt STAIBI STAIBI SATEI SATEI AT
more heavilly in CitiPower and 16.25 89.4 ‘ 21.7 31.5 ’ 36.4 ’
United Energy, however United AVEMINS OFF  AVEMINS OFF  AVEMINS OFF | | AVEMINSOFF  AVE MINS OFF
have made a strong recovery in SUPPLY PER SUPPLY PER SUPPLY PER SUPPLY PER SUPPLY PER
B p— CUSTOMER CUSTOMER CUSTOMER CUSTOMER CUSTOMER
. 8 |2FC|) . 8 '82'1 . 8 '32'1 7Y Notification
e Contact Centre grade of : : : B h
5 - ) AVERAGE AVERAGE AVERAGE reachnes
service acheiving maximum KPI INTERRUPTIONS ~ INTERRUPTIONS  INTERRUPTIONS | |Planned outage notification
for CitiPower and United Energy; PER CUSTOMER  PER CUSTOMER  PER CUSTOMER | |failures / breaches
Powercor acheiving Target. UE
f Outage 'Aware’' SMS's 9 5
i BREACHES BREACHES
° AI cc:rricho.n ;Oghe SP':; Aware SMS messages sent to Customers AFFECTING’ AFFECTING’
s 43,240 396,271 146,171 ‘ 208 19
resulted in an decrease to the % ‘ NOTIFICATIONS  NOTIFICATIONS  NOTIFICATIONS | | CUSTOMERS CUSTOMERS

during COVID.

COMMENTARY

® SAIDI & SAIFI are measures of reliability performance and represent the overall
average experience of all customers across each network.

eThere has been a 7% decrease fo the number of customers who have
experienced an unplanned outage in VPN when compared to 2019, while
there has been an 8% increase in UE.

® Planned Outages are a leading cause of Ombudsman complaints among
United Energy customers despite a range of great initiatives to reduce impacts

mySupply for United Energy

Digital customer projects application portal

PAUSED

to combine with UE Connections portal.

Awaiting formal endorsement to pause project based on IT capital funding review and opportunity
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Project Lumos
Enable online fault reporting

ON TRACK

scheduled for August 4th.

Development continuing, preparation for user acceptance testing starting. Next showcase

United Energy Outages API

Improved outage SMS functionality

working as designed.

Unplanned outage release complete 25th of May. Moved into warranty support - functionality

Customer Service Incentive Scheme

Expand focus of Incentive Scheme

ON TRACK

COMPLAINTS & COMPLIMENTS

OMBUDSMAN COMPLAINTS

Complaints lodged with the Energy Ombudsman

CUSTOMER COMPLIMENTS

Positive customer feedback received in CARE system

211 received 2020 ytd | 195 &  received 2020 ytd |
| UE 189 received 2020 ytd | UE 21 ~ received 2020 ytd |
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Customer Resolutions Interactions

Customer Projects

Offers Issued & Projects Constructed

IENCE
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Customer engagement has commenced and measurements are being determined in readiness
for EMT approval.
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S8 Major Customer Incident Management
Defining and implementing S&CG role in major escalations

|ONTRACK|

updated to reflect new responsibilities.

Approach is progressing, with key roles within the newly formed Customer Experience team

— PIPELINE:
Top 10 reasons for customers contacting the Ombudsman A very small sample of some of the positive feedback received ] . UE Connections Portal; VPN Payment Portal
across Victoria Power Networks and United Energy 2020 YTD from customers across our business in the first half of 2020 Embedded Generahon U N D ER CO NS RUCTIO N
gl Meter Reprogram Process
# REASON UME Recnplenis.. Tim Crase, Peter Chev«( & Theo Stefanidis : : : : ; .
Once again, please pass our gratitude onto Theo, Peter & Tim for their O G Survey questionnaires have been revised in line
. relentless efforts and professional expertise in resolving/delivering a ©JR No Go Zone ‘ . .
. with the f n tomer experien nd effort.
1 Claim Assessment complication intersection at Leakes/Palmers Rd. One particular A No Go Zone & Permit to Work Assessments & focus on customer experience and effo NEW CONNECTIONS
71 moment which stuck with me, was how tough the field crew were WORST PERFORMIN FEEDERS
2 Planned Outage braving the hail rain/cold on the 66KV shutdown across palmers rd, | @ Phone Enquiries 24 reports from multiple systems across VPN and olln it takes an average .
3 Pit Installation o — know a lot of confractor's would've packed up and came back Contact Centre Enquries UE have been provided to our survey partner of 24.7 business days from receipt of | WA BOUAIO 1SS 330l J elef-\N3
Recipient: Nicky Rose Quantum for the 9 services listed alongside. lnclesicblishisipelylsenvicelordeion a3 e
4 ACS Charges 4 | wanted fo give some feedback about excellent customer service PN Planned Interru pﬁons line ity Tfj i Sprp|y Eeing )
that I received this morning from Nicky in the No Go Zone Applications ﬁ Planned Outage Events Wave 1 of the refreshed customer experience connected in the field. In it
5 Vegetation 7 department. In these extraordinary times with our city in lock down and h d.R It pi diob takes an average of 46 business days ‘ CMNoO1 5,021,938 CASTLEMAINE ‘
our families displaced, Nicky was calm, impressive and assisted me in a " SURAS (e Comrr‘ence . EiE @pEEEeh e from submission in eConnect fo supply
6 Asset Relocation  — very professional way. QUO'I"Y_ of SUpply ‘ available mid-August. being connected / fulfilled in the field, ‘ Lv003 2,105,427 TRUGANINA ‘
RecipleRt Unlfed Energy Faulls Ciew Supply Quality Interactions while in Powercor it takes 19 business
7 Solar Pre-Approval "™ T Malcolm called to thank field crew who attended fault & advised they . cﬁoys clevelagegiheselfishiesinclude ‘ Clcois 1,798,913 COLAC EAST ‘
were great people and 'knew what they were doing'. He was full of Unpldnned Interru p’rlons ‘ hmelspem WG”(';Q fc;rdfhe nc|>m|no'red CITIPOWER
. : retailer to provide additional service
nplann t § I S — praise for the crew who attended & the whole fault experience Unplanned Outage Events oY ®
8 v pla ed Ou age — orders, waiting for non compliances to ‘ BCO15 258,708 ST KILDA EAST ‘
. e ::CITem' M|I?s Toblas did e e K 7A q be rectified and any requests fulfilled by
9 Tariff Charges © ste crew rf)m SSgEe el on'ou ° 'o'n e, .Jo O. PRl EED 7%, Vege’rcﬂlon Manqgemeni customer or business initiated WB013 242 674 BRUNSWICK
thank you to Miles and the team. With minimal disruption and Vegetation Management Interactions int " 67 U
10 MOjOI’ Projecis 9 collaboration, the guys were able to get the job done on a timely appoiniments.
manner and we look forward to work with you again in the near future _ ‘ WDO011 225,894 BALWYN NORTH ‘
1. Requests subject to timing requirements only

2. UE measure is from the date that the request is issued to Zinfra, not application date.
3. Feeder location only - not a reflection of all customers serviced via feeder




