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Hi Amy,
how can | help
you today?

Help me apply for a concession

@ Help me apply for a conc...

Hi Amy, welcome back. | can
help you with a concession.

Can | please start with your
consession card number?

CONCESSION CARD NUMBER

987654321XYZ

Continue

@ Help me apply for a conc...

And can you please agree to
the terms?

Do you, Amy Jones
authorise:

+ EnergyAustralia to use
the Centrelink Confirmation
eServices to verify your details
and concession card status to
confirm your eligibility for
relevant concession or rebates?

. The Australian Government
Department of Human Services
(known as ‘the Department’) to
provide the results of that
enquiry to EnergyAustralia?

Otherwise tap ' Home "icon in
the top left hand corner to end
the conversation.

° | agree

Continue

Help me apply for a conc...

Great news, you're eligible for
concession on your bill.

You will get:
17.5% off usage and supply
charges of your bill.

For more info go to:
www.website.com

I'll send you an email with all
the details.

We're alldone:)
Please tap 'Home 'icon in the

top left hand corner to end the
conversation.

Help me apply for a conc...

I'm sorry Amy, but your
concession card doesn't qualify
for arebate.

If you need more info. | can
schedule a chat session with
one of our experts if you like.

A list of dates and times will be
sent to your email. You can pick
one that's most suited to you.

We're alldone :)
Please tap 'Home "icon in the

top left hand carner to end the
conversation.

If the customer is ineligible
for concession
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Hi Amy,
how can | help
you today?

Help me apply for a concession

@ Help me apply for a conc...

Hi Amy, welcome back. | can
help you with a concession.

Can | please start with your
consession card number?

CONCESSION CARD NUMBER

987654321XYZ

Continue

@ Help me apply for a conc...

And can you please agree to
the terms?

Do you, Amy Jones
authorise:

+ EnergyAustralia to use
the Centrelink Confirmation
eServices to verify your details
and concession card status to

confirm your eligibility for -

relevant concession or rebates?

. The Australian Government
Department of Human Services
(known as ‘the Department’) to
provide the results of that
enquiry to EnergyAustralia?

Otherwise tap ' Home "icon in
the top left hand corner to end
the conversation.

° | agree

Continue

If the customer confirms
that the card number is
correct, then we will take
a path that the details
need to be updated on
Centrelink's side.

@ Help me apply for a conc...

@ Some of your details don't
match the Centrelink details of
that Concession card number.

Canvyou please verify the
details below?

Plegse tap below to edit

CONCESSION CARD NUMEER

98765432TXYM

FIRST NAME
Amy

LAST NAME
Jones

POST COO

4000

Continue

@ Help me apply for a conc...

@ Great news, you're eligible for
concession on your bill.

You will get:
17.5% off usage and supply
charges of your bill.

For more info go to:
www.website.com

I'll send you an email with all
the details.

We're alldone:)
Please tap 'Home 'icon in the

top left hand corner to end the
conversation.

If the customer checks their number and
realises that it's not correct. Fixes the
number and then taps ‘Continue’.

Help me apply for a conc...

@ I'm sorry Amy, | can't help you
with a concession right now as

some of your details | have
don't match the Centrelink
details.

Here's what you can do -
please contact Centrelink to
update this information:

www.centrelink.com/portal

Ph. (03) 9000 0000

68 Main Street
Big Smoke, VIC
3000

Would you like me to come
back to you in a weeks time to
help you with applying for a
concession?

No Yes

@ Help me apply for a conc...

@ Hello again Amy, it's been a
week since we last spoke.

Were you able to update your
details successfully with
Centrelink?

No Yes

If the customer
taps ‘No'

@ Help me apply for a conc...

Would you like me to come
back to you in a weeks time to
help you with applying for a
concession?

No Yes 8

———

If the customer

@ Help me apply for a conc...

Would you like me to check
your eligibility for concession
again?

No Yes

If the customer
taps ‘No'

@ Help me apply for a conc...

@ No problem. If you would like
me to help you with
concessions or anything else,
please don't hesitate to ask.

We're alldone:)
Please tap ‘Home "icon in the

top left hand corner to end the
conversation.
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Hi Amy,
how can | help
you today?

Help me apply for a concession

@ Help me apply for a conc...

Hi Amy, welcome back. | can
help you with a concession.

Can | please start with your
consession card number?

CONCESSION CARD NUMBER

987654321XYZ

Continue

@ Help me apply for a conc...

And can you please agree to
the terms?

Do you, Amy Jones
authorise:

+ EnergyAustralia to use
the Centrelink Confirmation
eServices to verify your details
and concession card status to
confirm your eligibility for
relevant concession or rebates?

+ The Australian Government
Department of Human Services
(known as ‘the Department’) to
provide the results of that
enquiry to EnergyAustralia?

Otherwise tap ' Home "icon in
the top left hand corner to end
the conversation.

° | agree

Continue

I

@ Help me apply for a conc...

Can | please get your
consession card number?

@ Help me apply for a conc...
Your Concession card number
seems invalid.

Can you please confirm your
number is correct?

Please tap below to edit

CARD MUMBER INVALID
98765432TKYM
Continue

@ Help me apply for a conc...

@ I'm sorry Amy, but that doesn't
seem to be a valid card
number.

Here's what you can do -
please contact Centrelink to
update this information:

www.centrelink.com/portal

Ph. (03) 9000 0000

68 Main Street
Big Smoke, VIC
3000

Would you like me to come
back to you in a weeks time to
help you with applying for a
concession?

No Yes

@ Help me apply for a conc...

Hello again Amy, it's been a
week since we last spoke.

Were you able to update your

details successfully with
Centrelink?

No Yes

@ Help me apply for a conc...

@ Great news, you're eligible for
concession on your bill.

You will get:
17.5% off usage and supply
charges of your bill.

For more info go to:
www.website.com

> I'll send you an email with all
the details.

We're alldone:)

Please tap 'Home 'icon in the
top left hand corner to end the
conversation.

If the customer checks their number and
realises that it's not correct. Fixes the
number and then taps ‘Continue’.

If the customer checks their number
and doesn't change anything and
taps ‘Continue.

If the customer taps ‘No' then please
follow the same journey as on page 2

If the customer taps ‘No' then please
follow the same journey as on page 2



