Are you flexed for the future?!

Michael Dart
Chief Customer Officer
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Energy Queensland:
A snapshot
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Evolution of a network business

which had many incarnations bu
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Change is the new BAU
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Insights from our people

| £

‘™ Engagement | 75%

B % Positive Perception m %, Positive Hesitance

Item 2022 ANZ - Top Quartile
% Megative Hesitanos ® %, Negative Perception

ANT - Energy and
Litilities Average

It would take a lot to get me to leave EQL +6 +20 +26

I would not hesitate to recommend EQL to a friend seeking employment +7 +4 +16

Given the opportunity, I tell others great things about working here +10 -1 +13

f{
/ f\ I rarely think about leaving EQL to work somewhere else +10 +13 +20
Eﬂel'gvu EQL inspires me to do my best work every day +12 -b +12
Queensland

EQL motivates me to contribute more than is normally required to complete +10 5 +11

my work



EQL Customer Measurement Strategy

Customer measurement occurs at multiple levels, with each enabling
a different type of insight and associated actions

Strategic Measure (Community): —Stratagic
* Net Trust Score (NTS): Tracks our overall community Measure

( Community )

reputation at the brand level and identify areas for

improvement in brand positioning.

° " [ 1 2"
How much do you trust [INSERT BRAND] to do what is right?". Benchmark

Brands Dat
Strategic Measure (Customer): rands Data

« CSAT (Customer Satisfaction): Tracks whether we are

delivering val_ue to customers and delivering on their needs Customer Stratagic 3
and expectations at the brand level. Data Measure
" . e . . . ( Customer)
* "How satisfied are you with the services you receive from -
[INSERT BRAND]?*
Episodic Measure (Customer): Episodic
» Customer Index / Voice of the Customer Program (CSAT e

Based): Tracks the customer experience post interactions

with the business and inform service improvements.
* i.e. “How satisfied are you with your recent claims experience
with [INSERT BRAND]?”. Business

Data

[ Tactical Measures: J::;'::s
i/ - « Various measure across business (i.e.. Department based
Energy

KPlIs:
Queensland « currently reported against Divisional scorecards through BAU process



Pacing the revolution for customer trust

f

f\
Energ/vww

Queensland



What’s a disaster got to do with it?
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Sea Insights

Ergon Energy Network is & feeling proud
Publizhed by Rebecca Winter @

a
FNQ FLOODS / EX-TC JASPER: Final update (Friday. 22/12)

% 7 & Christmas is coming, and so is the power! We're on the home stretch, with power now
restored to more than 99% of the 50,000 customers impacted by #TClasper and flooding.

In less than a week, our tired, sweaty but very proud teams have repaired, and in some cases
completely rebuilt, large sections of the local electricity network. They've worked through extreme
heat and humidity, debriz, dense foliage, mud, water and rugged terrain: on foot. from the air,

and even by boat They've encountered snakes, spiders, cassowaries, and eyed off crocodiles. And
2ll with one goal: to safely get the lights back on to cur communities that have been deslt such
an awful hand. so closs to Christmas.

By Christmas Eve, we'll have power available to every FNQ household that can be safely
resupplied. There's still a3 handful of properties we simply can't access thanks to landslides taking
out roads, or because damaged roads can't support the heavy vehicles we need to rebuild the
network. We haven't forgotten these customers, and we're ready to help as soon a5 it's possible
to reach them.

For MG, we hope that our teams’ efforts have counted: that 10 arducus days to get the lights
back on makss 3 difference to people who have bean put through the wringsr by cyclons and
ficoding.

Thank you for your support and encouragement. and please be safe. 4
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brutal summer

>300,000 homes and businesses
without power

>2000 crew members deployed
>13million website hits

>1.2million Facebook page visits
>3800 media items

~50,000 calls to our contact centre
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Looking after your people ...
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2023 NATIONAL WINNER
EMPLOYEE EXPERIENCE
INITIATIVE OF THE YEAR
Mental Health & Wellbeing
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Queensland Staying focused on systems and processes is the key to easy wins
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