
FA
IR

N
ES

S
SA

FE
TY

IN
CL

U
SI

O
N

2019/20 
Annual 
Report



ABOUT CONSUMER POLICY RESEARCH CENTRE (CPRC) 

CPRC is an independent, non-profit, consumer think-tank established with seed funding by the 
Victorian Government in 2016. 

At CPRC we’re committed to doing things differently through our research. We listen to the 
expectations, hopes and experiences of consumers around Victoria and Australia. We amplify 
the bright ideas of consumers, leading thinkers, and bold advocates. We analyse public policy 
and business practices to identify the gaps, the leading practices, and opportunities for change.

Most importantly, we facilitate conversations that matter to build a stronger shared 
understanding across government, industry and the community sector about ways to improve 
the lives and welfare of consumers.

To find out more visit www.cprc.org.au.
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COVID-19 has uncovered the frailties within 
our markets and across the community. We 
face both an economic and a human crisis, 
and one that has so far disproportionately 
impacted the Victorian community. As 
a Victorian-based consumer research 
organisation I’m proud that CPRC has rapidly 
reoriented our research program to ensure 
we are providing the most meaningful and 
accurate insights for policymakers, industry 
and the community sector as to the current 
consumer experiences of COVID-19 in Victoria 
and beyond.

Consumer trust and confidence will be central 
to rebuilding our markets and economies. I 
believe this presents us all with an opportunity 
to rethink the way markets operate, putting 
consumers at the centre, designing policies 
and programs that improve wellbeing.

Vulnerabilities across the community are 
being amplified and new ones are emerging. 
In a report prepared for the Australian Energy 
Regulator exploring regulatory approaches 
to vulnerability, CPRC sets out a framework 
for all consumer regulators striving to support 
consumers during this difficult time. This 
work has proven to be necessary and timely, 
already informing the AER’s COVID-19 
response, setting standards for fair treatment 
of consumers impacted by the crisis. With a 
community never more vulnerable, now is an 
important time to be collaborating across the 
sectors and turning these recommendations 
into action.

The importance of a solid evidence base to 
inform policy and program design in economic 
recovery cannot be emphasised enough. The 
big challenges that faced Australia pre-COVID 
remain. 
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Catherine Wolthuizen
CPRC Chair

We see this as a collective responsibility 
across government, industry and the 
community sector and look forward to 
continuing to play our part.

To this end, we will continue to offer 
our consumer insights, evidence-based 
recommendations for change and 
collaborative, solutions-focussed engagement 
to policymakers charting a course towards 
economic recovery.

Consumer trust and 
confidence will be 

central to rebuilding 
our markets and 

economies. 

The need for effective protections to prevent 
unfair treatment, unsafe products reaching our 
homes, or consumers being excluded from 
support have never been more urgent. And in 
such a fast-moving environment, where the 
stakes for consumer welfare are so high, the 
margin for error is vanishingly small. 

CPRC’s research centres on some of those 
big challenges that face consumers today 
and in the future. Our work in FY20 as an 
interconnector globally on data and digital 
economy research and policy development 
was a feature of our Data R(E)volution 
conference late last year. We continue to 
build on that work to ensure that the digital 
economy is a safe, fair and inclusive one over 
the coming years. As consumers increasingly 
turn to digital markets to meet their needs, 
they should expect the same protections 
and standards that they encounter in more 
traditional markets. 

I’d like to thank the whole CPRC team for 
their continued commitment to improving the 
lives and wellbeing of consumers and for 
their demonstrated agility in responding to 
the challenges posed by this life-changing 
and workplace-changing event of COVID-19. 
I also thank my Board colleagues for their 
commitment to CPRC, their vision and 
unflagging energy in the service of consumers. 

On behalf of the Board I warmly welcome Ms 
Melissa Horne MP as incoming Minister for 
Consumer Affairs, Victoria. Our work with the 
Victorian Government feels more relevant 
and necessary than ever. To ensure that all 
consumers - renters, young people, energy 
consumers and casual workers in particular -  
have access to available support. 
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The 2020 we all thought we might have, 
certainly now seems worlds apart from the 
one we are currently living through. First and 
foremost, we at CPRC would like to recognise 
and express our deep gratitude to those on 
the frontline working tirelessly and creatively 
to keep people safe and our world ticking over 
during this human tragedy.

The changes underway in our society and 
markets are both personal and collective. 
We’re finding new ways to work. New ways to 
support those in need. New ways to connect 
with community. And new ways to derive 
meaning as we go about our lives. 

At CPRC we consider ourselves to be very 
fortunate to be able to continue with our work 
during this difficult time, when so many are 
facing the disruption and disconnection of their 
lives. I am proud of the clever, committed team 
at CPRC and the transition we have made, 
along with our partners and the community. 
Together we are finding new ways of working 
on the most significant consumer challenges 
Australia has ever faced.

When the unprecedented impact of COVID-19 
became clear, we took a step back and 
considered how we could ensure that 
consumers are best-supported by government, 
industry and community over the coming 
months and years. We rapidly launched a 
multi-month research initiative to provide 
the evidence of the consumer experience of 
COVID-19. Our ability to emerge stronger from 
this crisis will be determined by the extent 
to which we put people at the centre of new 
systems, processes and interventions.

We have always been a solutions-focussed 
and evidence-led organisation but our 
approach to COVID-19 has taken this to the 
next level.
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Lauren Solomon
CPRC CEO

We warmly welcome Minister Horne, our 
incoming Minister for Consumer Affairs and 
look forward to working together to deliver 
evidence-based policies to improve the 
wellbeing and lives of Victorians. 

As we stand here at the end of the financial 
year, we see more need than ever for 
consumers to receive the protections and 
support they need. Fairness, safety and 
inclusion must be at the heart of the recovery 
mission, with consumers at the centre. CPRC 
stands by our community, government, 
industry and academic colleagues working 
towards those same goals. 

Fairness, safety and 
inclusion must be 
at the heart of the 
recovery mission.

Our team has also been on-ground delivering 
critical energy information and training 
materials to 650 frontline community workers 
in 35 workshops around the state of Victoria 
to ensure that consumers are able to access 
their rights and available support. This long-
standing and award-winning Energy Simplified 
partnership with the Victorian Government 
has now made the shift online and ramped 
up much-needed support as the COVID-crisis 
bears down and energy bills rise.

The now essentiality of data-driven products 
and services has almost been overlooked in 
the seismic remote transition of workplaces 
and markets. Yet, the very same policy 
challenges face Australia to ensure that 
consumers are safe online, to ensure their 
personal information is better placed in their 
control and to prevent misuses of power in 
digital marketplaces.

In November 2019, CPRC hosted a national 
conversation at our Data (R)Evolution event 
exploring what it would take to design and 
deliver a genuinely consumer-centric approach 
to data policy and the governance of digital 
markets. Leading thinkers, decision makers, 
activists and academics debated new frontiers 
in competition policy, outdated notice and 
consent frameworks, and new AI and machine-
learning technologies making their way to 
market. 

I’d like to warmly thank our supportive, 
energetic and forward-looking Board for 
their guidance and aspirations for the 
organisation as we take bold new steps 
during unprecedented times. Thanks also to 
Consumer Affairs Victoria for their commitment 
to our organisation and support in amplifying 
the impact of our research across the Victorian 
Government and nationwide. 
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researchers
4 key reports & 11 submissions
• Consumers and COVID-19: from crisis to 

recovery
• Choosing care: the difficulties in 

navigating the Home Care Package Market
• Online reviews: a guide not a gospel
• Exploring regulatory approaches to 

consumer vulnerability: A CPRC report 
for the AER

• Provided a robust evidence-
base for reforming consumer 
protections in retirement 
villages with The University of 
Melbourne

• Uncovered the challenges 
and barriers around consumer 
choice in the home care 
package market with the 
University of South Australia

• Delivered through our award-
winning Energy Simplified 
partnership with the Victorian 
Government: 12 online co-
design workshops with 
Vietnamese and Arabic groups, 
8 energy webinars reaching 
287 participants and 33 in-
person training sessions for 
494 community workers and 
volunteers
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• Cemented our role as an Australian authority on the regulation of 
consumer data and the digital economy – advised senior levels of 
government, conducted cutting-edge research, and amplified the 
consumer voice in public policy debates

• Connected global and local data policymaking for a fairer, safer digital 
future – brought together 100+ leading international and local thinkers 
at Data (R)Evolution and presented our research at the World Economic 
Forum ‘Redesigning Consent for Better Data Protection’ conference

• Contributed vital new research and practical ideas for change in housing 
and home care markets, influencing inquiries at state and national levels

• Developed a leading framework for policymakers and regulators 
responding to consumer vulnerability through our report for the Australian 
Energy Regulator, connecting the Australian policy community with 
international thinking and practice
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• 650 traditional media mentions                                  
(up 68% on the previous financial year)

• 2100+ social media mentions 
• 43% increase in followers across Twitter and LinkedIn
• 6 Consumer Policy Connect Updates in FY19/20 

(reaching an audience of 790+ subscribers)

amplifiers

• 6 research partnerships continued: 
La Trobe University, Griffith University, 
University of Melbourne, University of South 
Australia, RMIT, Deakin University

• 2 new research partnerships established: 
Australian Human Rights Commission, 
Centre for Inclusive Design
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Here at CPRC, we are researchers, 
listeners and observers. We dig deep 
to find evidence-based solutions. 

When the extraordinary and ongoing 
impact of COVID-19 became clear, 
we took a step back and considered 
how we could ensure that consumers 
are best-supported by government, 
industry and community over the 
coming months and years.

This led to the launch of our 
research initiative – Consumers and 
COVID-19: from crisis to recovery. 

A project designed to provide 
policymakers, regulators, industry and 
the community sector with unique, 
timely information on consumer 
experiences of COVID-19 across 
essential service markets, and policy 
insights for driving recovery. 

Household expenditure makes 
up over 55% of Australia’s GDP. 
Consumer trust and confidence 
underpinning renewed, sustainable 
consumer activity will be critical to 
Australia’s recovery.
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Our foundational report released in June 2020, 
Consumers and COVID-19: From crisis to 
recovery, exploring: 

• the consumer impact of COVID-19, historical lessons 
and their limits

• the first findings from a survey of 1100 Australian 
consumers and their experiences of COVID-19, 
conducted in May 2020

• amplified and emerging consumer vulnerabilities in 
the COVID-19 environment

• consumer support measures locally and globally

• building blocks for consumer recovery. 

A monthly, nationwide consumer survey running from May – October 2020: 

• uncovering the latest activities, behaviours, experiences and expectations of consumers 
across the sectors of rental housing, mortgage providers, energy, telco, insurance and 
credit

• providing a regular, monthly evidence base for policymakers, businesses and the 
community sector alike to effectively respond to consumer need through the design of 
consumer support measures.

We are extremely proud of this research initiative which involves the full CPRC Research and 
Policy Team: Andrew Thomsen, Emma O’Neill, Ben Martin Hobbs and Lauren Solomon.
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Through our consumer wellbeing 
research stream, we are working 
collaboratively across sectors to 
design fairer, safer and more inclusive 
markets. 

Our work is more relevant than 
ever, with events such as COVID-19 
exposing and exacerbating consumer 
vulnerabilities and amplifying the need 
for markets that work for people. 

Key Report
Choosing care: the difficulties in navigating the 
Home Care Package market (30 Jan 2020)

This reports offers a range of insights into the 
barriers experienced by older Australians and 
their carers in accessing, evaluating and getting 
home care services. This is followed by a series 
of recommendations for change to improve the 
delivery of Home Care Packages.

5 Submissions
• Essential Services Commission 

Competitiveness Review (20 Apr 2020)

• Royal Commission into Aged Care Quality 
and Safety – Aged care program redesign: 
services for the future consultation paper (24 
Jan 2020)

• Victorian Department of Justice and 
Community Safety – Residential Tenancies 
Regulations 2020 (18 Dec 2019)

• Victorian Department of Justice and 
Community Safety – Retirement Villages Act 
Review (10 Dec 2019)

• Victorian Department of Justice and 
Community Safety – Residential Tenancies 
Regulations (confidential, 12 Jul 2019) 10
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4 Grants and Partnerships 
(Total value of $150,821)

Choice in the Home Care Package Sector

In partnership with the University of South Australia, CPRC is conducting the first large scale 
quantitative survey of individuals accessing Home Care Packages to provide evidence to 
inform the Royal Commission into Aged Care Quality and Safety. 

Choice for older Australians with La Trobe University 

To empower older people in accessing aged care services in a consumer market, this project: 
identified barriers and facilitators when making choices; recommended strategies at the 
local and national level to reduce the digital divide and support older people make informed 
choices; and identified the limitations of the existing regulatory and policy framework.

Information disclosure in off-the-plan housing sales with Griffith University

This project examined information disclosure in relation to residential ‘off the plan’ sales 
contracts, uncovering the demographics of off-the-plan buyers and providing ground-breaking 
quantitative and qualitative research on consumer experiences of information disclosure and 
choice in this complex market.

Information disclosure in the retirement villages market with The University of 
Melbourne

To inform our submission to the Victorian Government’s review of the Retirement Villages Act 
1986, CPRC co-funded the University of Melbourne to research what information is available 
to older Victorians when choosing a retirement village; and to determine how easily, or not, 
this information is able to be understood and compared across different information sources 
and different villages in the market. 

Consumer Policy Research Centre 2019/20 Annual Report
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Research Services
Exploring regulatory approaches to consumer 
vulnerability: a report for the Australian Energy 
Regulator

Ensuring that consumers experiencing vulnerability 
are helped and not hindered by business practice, 
policy and regulation is a long-standing challenge 
for all sectors.

New research completed by CPRC Research and 
Policy Director, Emma O’Neill for the Australian 
Energy Regulator (AER) explores leading 
approaches internationally, examples of initiatives 
working closer to home, and opportunities to take 
Australia towards fairer and more inclusive markets 
for all consumers. 
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8 Advisory Roles
• ACCC Consumer Consultative Committee

• ACMA Consumer Consultative Forum

• AER Energy Made Easy Consumer Consultative Panel

• Energy and Water Ombudsman Victoria Consumer                                          
Consultation Group

• Origin Customer Advisory Panel

• Telstra CEO Consumer Roundtable

• Victorian Government Building Reform Expert Advisory Panel

• Victorian Legal Services Board Consumer Advisory Committee

What’s coming up next?
Heading into 2020-21, CPRC will be working with policymakers, regulators and industry 
to re-design markets around the needs and expectations of consumers, building on our 
foundational report and forum – Towards Markets that Work for People (July 2020). We will 
also be driving the conversation on consumer wellbeing in the context of COVID-19 and 
economic recovery, by collaborating with our policy community to create a cross-sector 
measure of consumer wellbeing. 
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Australians are spending more money 
and time online than ever before. 
Digital products and services have 
become essential and part of our daily 
lives, particularly in the context of 
COVID-19 and the accelerated shift to 
digital living. 

The benefits of digital transformation 
must not be undermined by 
inadequate protections, power 
imbalances or growing inequality. 
CPRC’s research takes a consumer-
centric approach to policy design in 
the Fourth Industrial Revolution.

Our data research and policy engagement 
activities throughout FY20 focussed on the 
importance of developing an integrated, economy-
wide consumer protection framework across 
Australia. 

To promote consumer interests, trust and 
engagement, the digital economy needs to be 
governed by lasting, cross-sector principles of 
fairness, safety and inclusion that can adapt to new 
and unexpected technological developments. 

These protections include reforms arising from 
the ACCC’s Digital Platforms Inquiry such as an 
unfair trading prohibition, root and branch Privacy 
Act changes, a general safety right that protects 
consumers online, and ‘data for good’ initiatives 
that harness the deep value in consumer data and 
ensure this is shared in the public interest. 

14
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6 Submissions
• Australian Treasury Inquiry into Future Directions for the Consumer Data Right: Issues 

Paper (25 May 2020)

• ACCC Ad-tech Inquiry – Issues Paper (21 Apr 2020)

• Australian Human Rights Commission – Human Rights and Technology Discussion 
Paper (26 Mar 2020)

• Department of Home Affairs – Code of Practice – Securing the Internet of Things (IoT) 
for Consumers (2 Mar 2020)

• Victorian Department of Premier and Cabinet Review of the DataVic Access Policy (31 
Jan 2020)

• Australian Treasury consultation on the ACCC Digital Platforms Inquiry Final Report (13 
Sept 2019)

3 Grants and Partnerships 
(totalling in value at $143,182)

Exploring bias in algorithmic decision-making with the Australian Human Rights 
Commission 

The AHRC is partnering with CPRC - as well as CHOICE, Data61 and The Gradient Institute 
- on an experiment to better understand the risk of algorithmic bias to consumers. The 
experiment will investigate what factors may produce more or less accurate and fair results, 
and analyse these results from a technical, human rights and consumer rights perspective.

Enhancing Consumer Awareness of Privacy and Internet of Things with Deakin 
University

This study will investigate consumer awareness of privacy issues associated with the Internet 
of Things (IoT) used in domestic contexts. We aim to determine how consumers understand 
the privacy implications of IoT technologies, and to develop a series of privacy icons that can 
help raise consumer awareness at the point of sale.

Consumer Anonymity Measuring Project with The University of Melbourne

This research is designed to identify new technologies collecting consumer data and explore 
the differential treatment of consumers online. Stage 1 of the project – the State of the Art 
in Data Tracking Technology – was launched in 2019, with Stages 2 and 3 to follow in the 
coming year. 
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Major Event: Data (R)Evolution

We were delighted and honoured to host the 
brilliant collective of over 100 minds that gathered 
both on and off stage for our second annual 
consumer data conference Data (R)Evolution on 
Tuesday 19 November 2019. 

Bringing together national and global perspectives 
from across sectors, the day kicked off with a 
keynote from ACCC Chair, Rod Sims and eSafety 
Commissioner, Julie Inman Grant on the emerging 
opportunities and challenges for policymakers and 
regulators. 

We firmly believe in the ingenuity, intellect and 
capabilities of the Australian policy community. 
Together, we can put consumers and people at the 
heart of change and build a future that engenders 
trust, safety and fairness and fosters sustainable 
economic growth.
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Other key speakers included:

• Human Rights Commissioner, Edward Santow who is currently consulting on the Human 
Rights and Technology project;

• Interim National Data Commissioner, Deborah Anton who is overseeing the Australian 
Government Data Sharing and Release reforms;

• Global speakers Finn Lützow-Holm Myrstad, the Director of Digital Policy at Norwegian 
Consumer and Marco Pierani, the Public Affairs and Media Research Services

Panel #1 Rights in the Digital Age
(L-R: Dr Damian Clifford, Drew MacRae, Lizzie O'Shea, 

Melanie Drayton, Edward Santow)

Opening Plenary: Emerging opportunities and challenges for 
policymakers and regulators

(Rod Sims and Julie Inman-Grant)
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Consumer Data Right Data Standards Body – 
consumer and community sector research and 
engagement project

Ensuring that consumer and community 
organisations are supported to provide input and 
insights to the development of the Consumer 
Data Right standards is fundamental to ensuring 
that the scheme is best placed to support positive 
consumer outcomes. 

CPRC was engaged by the Consumer Data Right 
Data Standards Body (DSB) to deliver a 12 month 
research and engagement project with the goal of: 

• expanding how the DSB consults consumer 
advocates and community organisations to 
inform standards development; and, 

• providing community-informed advice on how 
the Data Standards can be strengthened or 
augmented to facilitate simple, informed, and 
trustworthy data sharing experiences that 
provide consumers with positive outcomes 
over the short and long term. 

7 Advisory Roles
• National Data Advisory Council

• Prime Minister and Cabinet Digital Experts 
Advisory Panel

• Consumer Data Standards Banking Advisory 
Committee

• Consumer Data Standards Energy Advisory 
Committee

• ACCC Consumer Consultative Committee

• ACMA Consumer Consultative Forum

• Telstra CEO Consumer Roundtable
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Consumer Data Research Network
The Consumer Data Research Network (CDRN)’s goal is to maximise academic research 
impact, share insights with policymakers, and build greater shared understanding of how to 
provide consumers with better outcomes in the digital age. Our founding partners – leading 
Australian researchers from across disciplines – function as an advisory group to CPRC 
in guiding the development, implementation and expansion of the CDRN. Activity within 
the CDRN will recommence in the coming year with a renewed sense of purpose and 
collaborative mission.

What’s coming up next?
Our research and engagement on data and technology is continuing strong, as digital 
services become even more essential to our daily lives. Ensuring that consumers are 
empowered, protected and best-placed to benefit from digital technologies remains a focus of 
our research and policy engagement. 

In the context of the continuing COVID-19 crisis and the pathway to economic recovery, we 
will be taking a close look at how consumer risks have been amplified by the accelerated shift 
to a digital economy and online living, the urgent need for strong, economy-wide consumer 
protections, and how the value of consumer data can be harnessed in the public interest and 
help drive economic recovery.

We’re looking forward to releasing our latest research on data and technology over the 
coming financial year and announcing the recipient of our 2020 Research Pathways Program 
$100,000 research grant.

National Data Advisory Council
(L-R: Joshua Meltzer, Lauren Soloman, Nicholas Biddle, Alan Finkel, 

Deborah Anton, Michael Keenan, Paul McCarney, Angelene Falk, 
David Kalisch.)

Consumer Policy Research Centre 2019/20 Annual Report

Consumer Policy Research Centre 19



At CPRC we undertake research that 
provides a solid evidence base for 
policymakers, regulators, businesses 
and community sector organisations 
to reimagine and redesign markets. 

Our Lived Consumer Experience 
Library – a new initiative from CPRC – 
calls attention to the ‘real’ experiences 
of everyday people in engaging with 
complex markets and accessing 
essential and important products and 
services. 

We are drawing on diverse methods 
and disciplines – through our own 
research and the work of others – to 
highlight lived consumer experiences 
that can inform better policymaking.
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Key Report
Online reviews: a guide not a gospel (19 Dec 2019)

This report explores how Australians are increasingly relying 
upon online reviews when buying goods and services 
online. 82% of those surveyed had looked at online reviews 
or ratings at least sometimes over the last 12 months. The 
report highlights some tips from UK consumer group WHICH? 
and CPRC's own research to help guide consumers when 
navigating online reviews

Grants and Partnerships 
(totalling in value at $90,955)

Consumer reviews with University of Technology Sydney

The growing importance of online consumer reviews in 
consumer decision-making, the increasing ubiquity of star 
ratings and the growth of pay-per-review industries have 
undermined the rigour of reviews and ratings mechanisms. 
To fill the research gap on the views of Australians, CPRC 
undertook a consumer survey in collaboration with the 
University of Technology Sydney, revealing widespread 
reliance on online reviews and difficulties separating fact from 
fiction.

Service quality and consumer decision-making with RMIT 
Behavioural Business Lab

CPRC partnered with the RMIT Behavioural Business Lab – 
a multi-disciplinary team studying business decision-making 
using psychological approaches – on a project exploring the 
impact of service quality measures on consumer decision-
making in the energy market. The project also drew in 
policymakers, regulators and industry. CPRC’s research with 
RMIT provides rigorous evidence of the importance of service 
quality measures to consumer decision-making, and highlights 
the need for market stewards to collect this information and 
make it accessible to consumers in competitive markets.
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Our landmark consumer education 
and community training program 
is a partnership with the Victorian 
Government. Launched in 2019, 
Energy Simplified helps people take 
control of their energy bills.

Co-designed with community 
workers and consumers, the training 
is supported by a range of energy 
information materials, including fact 
sheets, explainer videos and posters 
housed on Energy Info Hub. We’ve 
gone virtual in 2020 with webinars 
helping Victorians take control of their 
energy bills.

Key Projects

The Energy Affordability Training Partnership 
with the Victorian Government developed tailored 
energy information materials and a training 
program to enable Emergency Relief workers 
to provide energy bill assistance to households 
accessing emergency relief services. 

The Energy Information for Culturally and 
Linguistically Diverse (CALD) project is 
undertaking user-based research to understand, 
adapt and deliver energy information for the 
Vietnamese and Arabic speaking communities.  

The Energy Info Hub website was relaunched 
as a portal for community workers to access 
independent, expert information on energy. 
The website houses the information resources 
produced in the Energy Affordability Training 
Partnership and AusNet Services projects.

22
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Key Reports

The Identifying In-Need CALD Consumers research report (March 2020) identified two 
in-need Victorian CALD groups to engage for the Energy Information for Culturally and 
Linguistically Diverse (CALD) project

A report on the findings from the CALD codesign research conducted with the 
Vietnamese and Iraq-born Arabic speaking communities was provided to DELWP in June 
2020. The findings are being used to develop tailored energy information materials to support 
the two communities to take control of their energy bills.

Outreach and Engagement
• 12 online codesign workshops were completed with 24 participants (12 Vietnamese 

and 12 Arabic speaking groups). The codesign was originally planned to be completed 
through face to face interactive workshops but was moved to an online format when the 
COVID-19 restrictions were introduced.

• Eight energy webinars for community workers and households reaching 287 
participants. 

• 33 face-to-face training sessions for 494 workers and volunteers across CISVic’s 
emergency relief network.
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Anitmation from an Energy Simplified video
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Partnerships
Our partnership with AusNet Services is delivering energy webinars to households and 
community workers to equip them to manage energy bills during the coronavirus pandemic. 
This partnership also helped produced a series of energy information materials for 
households as well as supporting the Energy Information for Culturally and Linguistically 
Diverse (CALD) project. 

Awards
The Energy Simplified program was recognised for its approach to communications winning 
the ‘Communication Research Award of Excellence’ in the 2020 international Gold Quill 
Awards as well as being selected as a finalist in the 2019 Australian Graphic Design 
Association Awards.

Energy Simplified training material and flyer
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381 news mentions and 272 broadcast mentions
68% increase in media presence in FY19/20 from 18/19

traditional 
media

2100+ social media mentions 
43% increase in followers across Twitter and LinkedIn

social 
media

6 Consumer Policy Connect Updates in FY19/20 
(reaching an audience of 790+ subscribers) 

e- 
news
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Our team is comprised of a number of 
curious, committed and collaborative 
people with expertise spanning public 
policy, consumer engagement and 
outreach, regulation, law reform, 
psychology and social policy.  

We recognise the importance of 
diversity in skills and understanding 
when tackling complex policy 
challenges, and this is a significant 
reason we often collaborate 
through our work – building shared 
understanding of benefits and risks 
of various approaches to consumer 
policy. 
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Lauren Solomon
Chief Executive Officer

Karl Barratt 
Research and 

Engagement Manager

Emma O'Neill
Research and Policy 

Director

Ben Martin Hobbs
Senior Research and 

Policy Manager

Cameron Crome
Energy Trainer

Claire Rizzo
Administration Manager

Siân Kilgour
Communications Manager

Andrew Thomsen
Senior Research and 

Policy Manager

Nina Lewis
Research Engagement 
Manager (Consumer 

Data Right)

Kaye Bratetich
Executive Assistant

Gillian Jervis
Finance and 

Partnerships Officer
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CPRC discharges its responsibilities 
as an independent research 
organisation in a transparent and 
accountable manner. CPRC’s 
commitment to accountability is 
supported by our governance and 
management structures and our 
internal systems and processes.

The CPRC Board has been integral to 
the governance and management of 
CPRC, including: setting its strategic 
direction; monitoring progress towards 
achievement of outcomes; and, being 
accountable for CPRC on behalf of 
the community.

The Board is made up of longstanding 
Directors with diverse skills and 
experience.
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Over the reporting period 1 July 2019 to 30 June 2020, the CPRC Board of Directors comprised:

 

           Catherine Wolthuizen, Chair                     Dr David Cousins AM, Deputy Chair

       Petrina Dorrington, Director          Maree Davidson AM, Director

Professor Helen Dickinson, Director
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On the 16 June 2020, the Hon. 
Marlene Kairouz MP resigned 
from her position as Minister for 
Consumer Affairs, Gaming and Liquor 
Regulation. 

On the 22 June 2020, Melissa Horne 
was appointed as the Minister for 
Consumer Affairs, Gaming and Liquor 
Regulation; Minister for Fishing and 
Boating. 
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Directors' Meetings

During the reporting period, five Board meetings were held, and three out of session 
meetings.

Director Position Meetings conducted while a Director Meetings attended

Catherine Wolthuizen Chair 5 4
Dr David Cousins AM Deputy Chair 5 5
Petrina Dorrington Director 5 4
Maree Davidson AM Director 5 4
Prof Helen Dickinson Director 5 5

Company Secretary

Ms Claire Rizzo was appointed Company Secretary on 1 July 2018 and remained in this 
position during the reporting period 1 July 2019 – 30 June 2020.

Finance and Revenue Subcommittee

Over the last reporting period, the Finance and Revenue Subcommittee met once. The role of 
the Subcommittee is to:

• Develop a sustainable finance growth strategy

• Review and determine the financial capabilities and needs of the organisation as it 
embarks on a strategic growth strategy

• Make recommendations to the full Board about major strategic decisions which will impact 
resourcing and finances, including fundraising

• Oversee decisions and process relating to financial systems and appointment of external 
Auditor

• Review and undertake funding/partnership decisions related to the implementation of 
CPRC’s Funding and Partnerships Policy.

The members of the Subcommittee comprise of the following Board members:

• Catherine Wolthuizen

• Petrina Dorrington

• Maree Davidson AM
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Over the last twelve months, CPRC have developed and implemented the following 
organisational policies:

• Gifts, Benefits & Hospitality Policy

• Working from Home Policy – during COVID-19 pandemic

• COVID-19 Safe Plan

In early 2017, CPRC identified 150 compliance obligations relating, but not limited to:

• Corporations Act

• Audit Act

• Company Constitution

• CPRC/CAV Funding Agreement

• CPRC By Laws

• Public Administrations Act

• Privacy and Data Protection Act

• Anti-Corruption Act

• Charter, EEO and RRT Act

• Ombudsman Act

Over the last 12 months, CPRC has implemented around 85% of its obligations underneath 
the framework. The framework comprises of a calendar which holds key reporting dates, 
reminders and identifies the party/parties responsible as well as a comprehensive 
spreadsheet detailing each obligation, demonstrating how the organisation is compliant and 
includes links to folders where this information is stored on CPRC’s information management 
system. In addition, a compliance manual has been developed which provides step by step 
instructions on the processes that need to be undertaken to ensure continuity.

CPRC have statutory obligations under Part 4 of the Privacy and Data Protection Act 2014. 
On 31 August 2019, CPRC submitted their Protective Data Security Plan (PDSP), including 
attestation to OVIC. 
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