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Objective
Objective
The objective of this session is to seek agreement to key elements of the proposed
Customer Satisfaction Incentive Scheme.
This session will start with high level principles and become increasingly detailed.
Ideally we would agree all elements of this proposal with the Customer Forum.
However, if the Customer Forum considers that some elements are best left for the
AER to consider, we are happy to propose a position and discuss further with them.
With the Customer Forums agreement, we will provide a submission to the AER in
requesting they design a small scale incentive scheme in December 2018.
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Objectives and principles
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Overarching objective and principle
AusNet Services seeks the Customer Forum’s agreement to propose to the AER a small
scale incentive scheme, to replace the outdated telephone answering parameter. The
proposed objective of the scheme is:
•

To improve the satisfaction of AusNet Services customers with the services we deliver.

The key principle is that:
•

Customers will only fund initiatives to improve in customer satisfaction if AusNet Services
provides measurable improvements in customer satisfaction that are valued by our
customers. Conversely, if customer satisfaction deteriorates, then customers are
compensated through lower bills.

Does the Customer Forum agree with this objective and principle?
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Key Design Elements
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Metrics
AusNet Services seeks the Customer Forum’s agreement to the following key elements
•

The measures of customer satisfaction used in the scheme will be derived from our
quarterly customer satisfaction survey and are:

Performance metric

Comment

Customer Satisfaction – unplanned outages

This measure relates to the experience of customers who incurred a planned interruption
and so would incentivise AusNet Services to handle notification and customer interactions
better.

Customer Satisfaction – planned outages

This would measure a customers satisfaction with a planned outage they recently
experienced so would incentivise AusNet Services to handle notification and customer
interactions better.

Customer Satisfaction – New Connections

This would measure a customers satisfaction with the connection process. This would
incentivise AusNet Services to improve the customer facing process.

Customer Satisfaction – Complaints

This would measure a customer’s satisfaction with the complaint process (if they have
made a complaint).

Does the Customer Forum agree with targeting these areas?
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Revenues
•

Propose that the maximum reward AusNet Services can receive for improving customer
satisfaction is approximately $3.5 million per annum. Conversely, if customer satisfaction
decreases, the maximum penalty AusNet Services could receive is also $3.5 million per
annum. This will replace the revenues at risk in the current telephone answering times
incentive.

•

This should be split in the following way:
• Planned outages: +/-$1m
• Unplanned outages: +/-$1m
• Connections: +/-$1m
• Complaints: +/-$0.5m

•

Complaints are lodged by a relatively small number of customers compared to the other
events and accordingly we consider a lower revenue at risk is appropriate.

Does the Customer Forum agree with this proposal?
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Targets
•

Fixed annual performance targets will be set using the quarterly CSAT data, averaged over
the data available at the time of the AER’s final decision (October 2020). This will
incorporate customer satisfaction data from 2018, 2019 and 2020.

•

For each parameter, the cap on rewards should be achieved if AusNet Services achieves a
high level of satisfaction. We propose that this is set at the upper end of results for similar
businesses.
•

For planned outages, unplanned outages and connections, we have access to
benchmarked satisfaction data for gas businesses. We will base this on the latest
data available at the time of our submission.

•

We propose a similar approach, however we are still trying to identify a suitable
benchmark.

Does the Customer Forum agree with this approach to setting
targets?
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