
ED2 Customer Service and 
Consumer Vulnerability 
Julie Walker



• Continue to achieve 
BS18477:2010 

• Introduce bespoke 
channels to allow new 
ways for customers to 
engage with us

• Reach over 1m on the PSR
• Achieve PSR customer 

satisfaction score of 9.4
• Contact PSR customers 

every 2 years to cleanse 
data

• Vulnerability champion at 
board level with 200 
vulnerability  champions 
embedded throughout the 
business

• Produce and provide 
educational material on 
LCT’s and EV’s

• Engage and partner with 
local communities, local 
authority to deliver this 
material

• £250,000 fund available 
to support customers in 
vulnerable groups to take 
up LCT’s

• Help 50,000 households 
with fuel poverty 

• Achieve 1000 direct 
energy efficiency referrals 
annually

• Train 30 employees in City 
and Guilds energy 
efficiency to provide 
tailored support 

• Partner with health and 
social care to improve 
services for PSR1+ 
customers

• Increase data sharing 
referrals to 10,000

• Enhance water data 
sharing agreements to 
ensure coverage across 
both licenced areas 

Consumer Vulnerability Outputs
What we have committed to deliver based on stakeholder feedback
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Customer registers for the 
PSR service.

Customer issued with a 
Personal Resilience Plan

Application processed by 
SSEN PSR team

Those on medical 
equipment receive a 

proactive call

In-depth discussion with 
customer on the plan

Eligibility assessment for 
battery back up fund 

Personal Resilience Plan – customer journey.
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High level costs:

Total cost of  
approx. £4.9 
million

With a gross 
benefit of £7.7 
million

Social Return on 
Investment of 
67p per £1 
invested


