
  

Page 1 of 29 

   

CUSTOMER CHARTER       

August 2008                           



  

Page 2 of 29  

Contents          Page No.  

Part A INTRODUCTION 
A 1. About South Gippsland Water 
A 2. How to contact us 
A 3. What is the Customer Charter about ?  

A 3.1 Legislative basis for the Code 
A 4. When will it come into effect ?  

A 4.1 Exclusions  

Part B STANDARDS AND CONDITIONS OF SERVICE AND SUPPLY  

1. Connection and service provision  
1.1 Obligation to provide a service  
1.2 Being Connected  
1.3 Limits on recycled water services  

2. Complaints  
2.1 Making a c omp la int  
2.2 How will we know you are happy with the outcome ?  

3. Tariffs and Charges  
3.1 Landlords and tenants 

 

residential properties only 
3.2 Rebates for not for p rofit organisations 
3.3 Rating of p roperties with common boundaries [contiguous p roperties] 
3.4 Review of the application of a Tariff by South Gippsland Water   

4. Accounts  
4.1 Preparing your account  
4.2 Reading your water meter  
4.3 Sending your account  
4.4 What will your account tell you ? 
4.5 Have you been overcharged or undercharged ?  

5. Payments  
5.1 Paying your account  
5.2 Residential concessions  
5.3 Flexib le payment p lans  
5.4 We can help if you are experiencing difficulties  
5.5 Residential hardship policy  

6. Collection  
6.1 What will happen if you do not pay your account by the due date ?  
6.2 A warning about what may happen if you do not pay your account  
6.3 Interest and other charges  
6.4 Dishonoured payment  

7. Actions for non-payment of your account  
7.1 South Gippsland Water may restrict your supply or take legal action  
7.2 Limits on restriction and legal action  
7.3 Removal of restrictors  
7.4 Powers of sale or transfer of your property 



  

Page 3 of 29   

8. Quality of services  
8.1 Product quality  
8.2 Delivery quality (flow rates)  
8.3 Testing  
8.4 Fixing the problem  

9. Reliability of services  
9.1 Obligation to provide reliable services  
9.2 Service interruptions 

 

response to incidents  
9.3 Bursts, leaks, blockages and spills  
9.4 Planned interruptions 

 

information and response  
9.5 Customers with special needs  

10. Reconnection  

11. Work and Maintenance  
11.1 Ma intenanc e of South Gippsland Water s systems and c ustomers servic e p ipes  
11.2 Worker identification  
1.3 Keys held by South Gippsland Water  

12. Information  
12.1 Enquiries  
12.2 Fees for information or advice  
12.3 Permitted use of recycled or non-potable water  
12.4 Trade Waste  
12.5 Sustainable use of water 
12.6 Water reuse 
12.7 Account history 
12.8 Regula tory Information 
12.9 Communication assistance 
12.10 Customer obligations 
12.11 Privacy  

13. The Customer Charter  
13.1 Publication and distribution of this Customer Charter  
13.2 Changes to this Customer Charter  

Part C EXTERNAL DISPUTE RESOLUTION FORUMS    
C 1. The Energy And Water Ombudsman Victoria 
C 2. Contact Consumer Affairs Victoria   
C 3. The Victorian Civil Administrative Tribunal (VCAT)  

Part D DEFINITIONS   

Part E SOUTH GIPPSLAND WATER'S SERVICE STANDARDS     



  

Page 4 of 29   

Part A  INTRODUCTION  

A 1. ABOUT SOUTH GIPPSLAND WATER  

South Gippsland Water p rovides retic ula ted d rinking wa ter and wastewater servic es to 21 
towns over 4,000 square kilometres of the South Gippsland region. Our tota l opera tions 
comprise:-  

 

Some 18,650 water customers over 21 rural centres 

 

13 reservoirs and 18 service storages 

 

10 separate water supply systems 

 

10 water treatment plants 

 

626 km of water mains 

 

17 water pump stations 

 

Some 15,650 wastewater customers over 11 rural centres 

 

10 separate conventional wastewater systems 

 

1 vacuum wastewater system 

 

10 wastewater treatment plants 

 

45 wastewater pump stations  

The towns supplied and the services South Gippsland Water provides to them are 
summarised in the table below: -   

South Gippsland Water & Wastewater Service Localities  

Township or 
Location  

Population 
Served 

(Permanent)  

Water 
Customers 

(Number Billed)  

Water Supply 
Source 

Sewerage 
Customers 

(Number Billed) 

Port Franklin 123 104 Agnes River Not Serviced  

Port Welshpool 199 263 Agnes River 237 

Toora 684 509 Agnes River 281  

Welshpool 149 204 Agnes River 126 

Fish Creek 175 213 Battery Creek Not Serviced  

Korumburra 3,192 1,913 Coalition Creek 
storage network 

1,617  

Foster 1,055 789 Deep Creek / 
Foster Dam 

694 

Inverloch 4,320 4,017 Lance Creek  3,972 

Cape Paterson 703 1,077 Lance Creek  1,074 

Wonthaggi 6,811 3,884 Lance Creek   3,627 

Loch 184 147 Little Bass  Not Serviced  

Nyora 549 326 Little Bass  Not Serviced  

Poowong 290 180 Little Bass  Not Serviced  

Koonwarra 146 * 71 Ruby Creek 
storage network 

Not serviced 

Leongatha 4,540 2,775 Ruby Creek 
storage network 

2,569  

Alberton 164 147 Tarra River Not Serviced  

Devon North 77 * 123 Tarra River Not Serviced  
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Township or 
Location  

Population 
Served 

(Permanent)  

Water 
Customers 

(Number Billed)  

Water Supply 
Source 

Sewerage 
Customers 

(Number Billed) 

Port Albert 253 * 382 Tarra River 320 

Yarram 1,754 1,157 Tarra River 1,040 

Dumbalk 165 106 Tarwin River 

 
East  

Branch 
Not Serviced  

Meeniyan 431 254 Tarwin River 

 
West  

Branch 
Not Serviced  

Waratah Bay 146 Not Serviced N/A 108  

     

*Estimate based on 2006 ABS data.   

A 2. HOW TO CONTACT SOUTH GIPPSLAND WATER  

All enquiries during Business Hours (8:30 am to 5:00 pm):  

1300 851 636 or 5682 0444  

24 Hour Emergencies and Faults:  

1300 851 636 or 5682 0444  

Fax: 5682 1199  

Email: sgwater@sgwa ter.c om.au

  

Website: www.sgwater.com.au

  

Postal Address:  PO Box 102, Foster  VIC  3960  

Office Location:  14-18 Pioneer Street, Foster  VIC  3960  

http://www.sgwater.com.au
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A 3. WHAT IS THE CUSTOMER CHARTER ABOUT?  

Our Customer Charter outlines the c ommitments, responsib ilities and standards of servic e 
that we provide to our customers.  

It sets out our ob liga tions to you as outlined by the Essentia l Servic es Commission s Customer 
Servic e Code for metropolitan reta il and reg iona l wa ter businesses.  This inc ludes spec ific 
standards and conditions of service that apply to all water businesses in Victoria.  

In add ition, it sets out the performanc e standards tha t app ly pa rtic ula rly to South Gippsland 
Water.  

The Customer Charter will a lso help you if you wish to c ontac t us on any matter rela ted to 
our services or if you need information or advice from us.  

An important aspec t of the Customer Charter is tha t we will be independently measured on 
how well we a re meeting our ob liga tions under this Charter.  This information will be pub lic ly 
available, on our website  [ www.sgwater.com.au

 

] so you will know if we are doing what we 
say we will.  

The initia tives outlined in our Customer Charter a re our commitment tha t we will work to 
understand your needs and meet your expectations.  

A 3.1 Legislative Basis for the Code: The Essentia l Servic es Commission s Customer Servic e 
Code is made under sec tion 4F of the Water Industry Ac t 1994, in ac c ordanc e c lause 15 of 
the Water Industry Regulatory Order 2003.  

A 4. WHEN WILL IT COME INTO EFFECT?  

This Customer Charter bec ame effec tive on 1 July 2005 and rep lac es all South Gippsland 
Water s p revious Customer Charters.  

A 4.1 Exclusions:  
A number of exc lusions from the ob liga tions of the [Essentia l Servic es Commission] Customer 
Service Code apply 

 

these are as follows:-  

A separa te written agreement for the p rovision of a servic e made before 1 November 2004 
need not comply with the Customer Service Code.  

A separa te written agreement a fter 1 November 2004 need not c omp ly with the Customer 
Service Code if the agreement does not extend beyond 30 June 2005.  

A separate written agreement made after 1 November 2004 to apply beyond 1 July 2005 for 
the p rovision of a servic e c annot reduc e the rights of a c ustomer p rovided or imp lied in the 
Customer Servic e Code unless South Gippsland Water c an demonstra te tha t sa tisfying the 
Customer Servic e Code requirements is not p rac tic a l and South Gippsland Water expressly 
identifies any materia l departures from the Customer Servic e Code to the c ustomer in 
writing.  

A rec yc led water c ontrac t need not c omp ly with the Customer Servic e Code if it does not 
p rovide for domestic retic ula ted rec yc led wa ter or if the Essentia l Servic es Commission 
expressly decides otherwise.  

http://www.sgwater.com.au
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Part B  STANDARDS AND CONDITIONS OF SERVICE AND SUPPLY  

1. CONNECTION AND SERVICE PROVISION  

1.1. Obligation to provide a service  

If your p roperty is c onnec ted to South Gippsland Water s systems, South 
Gippsland Water will p rovide the relevant servic e in ac c ordanc e with the 
Essential Services Commissions Customer Service Code and this Charter.   

[The basis for this ob liga tion is found in the Water Ac t 1989, Water Industry Ac t 
of 1994 and the Essentia l Servic es Commission s Customer Service Code.]  

1.2. Being Connected  

When you wish to c onnec t to one of South Gippsland Water s available 
services, p lease c ontac t our Customer Servic e Team on 1300 851 636 or 5682 
0444.    

They will be ab le to p rovide you with the appropria te forms and any assistanc e 
you need to c omp lete the application.  They will a lso inform you of the 
app lic ab le c onnec tion c harges and any spec ia l requirements under Wa ter 
Law, other relevant legislation and South Gippsland Water s By-laws.    

Upon rec eip t of the c omp leted application forms and your agreement to pay 
the app lic ab le fee, South Gippsland Water will approve connection to your 
property within 10 working days.  

1.3. Limits on recycled water services  

South Gippsland Water may refuse to p rovide you with a rec yc led wa ter 
service, if infrastruc ture to p rovide suc h a servic e is not in p lac e, or you have 
not:  

a) Entered into a rec yc led wa ter agreement tha t is ac c ep tab le to the 
South Gippsland Water; or 

b) Otherwise received the consent of South Gippsland Water.  

South Gippsland Water may d isc ontinue a rec yc led wa ter servic e if you 
breach the applicable permitted use rules.  

2. COMPLAINTS  

2.1. Making a Complaint  

If you a re d issa tisfied with any aspec t of South Gippsland Waters services, 
operations or the ac tions of our emp loyees p lease let us know. Your c omp la int 
may be made by c ontac ting our Customer Servic e Team on 1300 851 636 or 
5682 0444, who c an a lso p rovide you with a c opy of our c omp la ints and 
disputes policy on request.  
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Your query or c omp la int is important to us. It gives South Gippsland Water an 
opportunity to review p rac tic es and p roc edures and improve performance, or 
exp la in c irc umstanc es more c lea rly.  In this way we will be ab le to improve our 
level of customer service and information to all customers.  
   

Your c omp la int will be rec orded in our c ustomer service system and will be 
investiga ted by the responsible employee.  Alternately, if you a re not sa tisfied 
with this procedure, you c an request the c omp la int be investiga ted by the 
Manager of the responsible employee.  

South Gippsland Water will respond to a complaint made in person or by 
phone within 48 hours. Complaints made in writing (inc lud ing ema il and fax) 
will rec eive a written response (or phone response if you p refer) within 10 
working days.   

Our response will c onfirm the deta ils of the c omp la int, South Gippsland Water's 
p roposed ac tions, timelines and any reasons for the dec ision made, inc lud ing 
details of any legislative or policy basis for the decision.  

If you request a further review of our dec ision, it w ill be hand led by the 
Managing Direc tor of South Gippsland Water.  In the response we will p rovide 
you with information about the Energy and Water Ombudsman (Vic toria ) 
Scheme (EWOV) and other appropria te externa l d ispute resolution forums such 
as Consumer Affa irs Vic toria and the Vic torian Civil and Administra tive Appea ls 
Tribuna l (VCAT). See Part C 

 

Externa l Dispute Resolution Forums 

 

contact 
details.   

Under the Customer Servic e Code, South Gippsland Water is restric ted in its 
ab ility to rec over an amount of money whic h is in d ispute, until the d ispute has 
been resolved . South Gippsland Water prefers to reac h a mutua lly agreeab le, 
fa ir and reasonab le solution, d irec tly with our customers or other effec ted 
parties, if possible.  

2.2. How will we know you are happy with the outcome ?  

As sta ted in 2.1 above, South Gippsland Water will a lways endeavour to 
resolve any d isputes in good fa ith d irec tly with c ustomers and other effec ted 
parties.   

If you tell us tha t you a re satisfied with our response to your c omp la int or 
request for review we will c onsider the matter c losed . Alternately, if 10 business 
days have passed , without a request for review, or lodgement of a c la im with 
the Energy and Water Ombudsman of Vic toria or other externa l d ispute 
resolution forum, we will also consider the matter resolved.  

If you lodge a c la im with an externa l d ispute resolution forum, we will not 
c onsider the c omp la int resolved until the matter has been fina lised with tha t 
external review forum.  

3. TARIFFS  and CHARGES  

All c hanges to ta riffs and c ha rges a re approved by the Essentia l Servic e 
Commission. South Gippsland Water p repares a sc hedule of the new tariffs 
and c harges on an annua l basis or if c hanges a re made. Customers will 
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rec eive notific a tion of ta riff c hanges on or with their first ac c ount a fter the 
c hange oc c urs. The information is provided on our website at 
[www.sgwater.com.au], and is pub lished , a t the time of review, in local 
newspapers. Customers c an a lso ob ta in a sc hedule of fees and c harges on 
request.      

South Gippsland Water sends customers accounts for : 

 
Service charges for water and/or wastewater 

 
Water usage charges 

 

Fire Service Inspection charges 

 

Backflow Prevention charges 

 

Wastewater disposal charges 

 

minor trade waste customers only 

 

Trade waste charges 

 

if applicable.  

3.1. Owners, Landlords and Tenants 

 

Residential Properties Only  

Owners

 

are responsible for : 

 

Water and wastewater servic e c harges and wa ter usage (as per the wa ter 
meter), if residing at the property.   

Landlords 

 

are responsible for : 

 

Water and wastewater service charges.  

Tenants

 

are responsible for: 

 

Water usage (as per the water meter).   

Residentia l tenants or c a ravan park residents a re responsib le for wa ter usage 
charges only if:  

 

Your water is separately metered, and 

 

You or your land lord have told South Gippsland Water tha t you a re a 
tenant, and 

 

South Gippsland Water has read the wa ter meter a t the p roperty you a re 
renting.  

[The basis for the information above is the Residentia l Tenanc ies Ac t 1997, No 
109, Division 4. For tenants 

 

sec tion 52, (b )& (c ). For land lords 

 

sec tion 53, (1); 
(a ), (c ), (d ), (e) and (f). Also the Water Ac t 1989, No 80, Division 7, sec tion 
273A.]  

3.2. Rebates for Not for Profit Organisations 
If you are a not for p rofit organisa tion and you a re required to pay servic e 
c harges, you may be elig ib le for a reba te aga inst these c harges. Please 
c ontac t our Customer Servic e Sta ff on 1300 851 636 or 5682 0444 for more 
information.   

3.3. Rating of Properties with Common Boundaries [Contiguous Properties] 
If you own two p roperties, (one of whic h is vac ant land ,) tha t share a c ommon 
boundary you c an app ly to South Gippsland Water to have them ra ted as one 
p roperty, this is known as c ontiguous ra ting . Please c ontac t our Customer 
Service Staff on 1300 851 636 or 5682 0444 for detailed information. 

http://www.sgwater.com.au]
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3.4. Review of the application of a Tariff by South Gippsland Water 
The Water Ac t 1989 No. 80, Sec tion 266, p rovides for c ustomers to request the 
review of the application of a ta riff by South Gippsland Water. A request for 
review of the app lic a tion of a tariff must be lodged within one month of the 
issue date of the account.  

4. ACCOUNTS  

4.1. Preparing your account  

South Gippsland Wa ter issues ac c ounts 3 times eac h year, that a re due for 
payment on 31st of January, 31st of May and 30th o f Sep tember. The ac c ounts 
are issued at least 28 days before the due payment date.  

Billing c yc les for c ustomers who a re high volume users of South Gippsland 
Water's services will be negotiated on a case by case basis.  

4.2. Reading your water meter  

a) To prepare your account we read your property water meter as close as 
practicable to the issuing of accounts. 

b) If you request, we will a lso c a rry out a spec ia l meter read ing outside the 
norma l meter read ing c yc le, to determine any outstand ing wa ter 
c onsumption c harges.  However, we may c harge a reasonable fee for 
the servic e. [In the interests of ac c urac y and to avoid multip le 
adjustments to customers accounts, South Gippsland Water does not do 
'estimates' of meter readings.]    

4.3. Sending your account  

We will send your ac c ount to the posta l address you p rovide, to your agent, or 
any person authorised to ac t on your beha lf. Please p rovide your authorisation 
for the change in writing.  

If no address has been spec ified we will send your ac c ount to the physic a l 
address of your property or your last known address.   

South Gippsland Water does not issue accounts electronically.  

4.4. What your account will tell you?  

We a im to make our ac c ounts easy to understand and to p rovide you with all 
information required under the Customer Service Code.  This includes, but is not 
limited to, the da te of issue, the da te by whic h you a re required to pay, the 
b illing address and ac c ount number, deta ils of a ll c ha rges inc lud ing servic e 
c harges and wa ter c onsumption, notic e of  the ob jec tion period to a ra ting 
charge, payment op tions and government c onc essions. Interest may be 
c harged on outstand ing amounts. The ra te of interest and the da te when it is 
to be applied will be clearly stated.  

Please c ontac t our Customer Servic e Team on 1300 851 636 or 5682 0444 for 
more information. 
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4.5. Have you been overcharged or undercharged?  

If you believe you have been over or underc harged , p lease c ontac t our 
Customer Service Team on 1300 851 636 or 5682 0444 as soon as possible.    

a) When an overc harg ing error is identified , South Gippsland Wa ter will 
offer an apology in writing within 10 business days.  We will refund or 
credit the amount overcharged as per your instructions. 

b) If you have been underc harged , we will offer an apology in writing and 
let you know the amount underc harged , the period during whic h the 
error occurred and the amount to be recovered.   

c) If the amount to be rec overed is listed on an ac c ount it will be c lea rly 
identified as a separate item. 

d) The amount to be rec overed is limited to the amount underc harged in 
the 12 months p rior to you rec eiving notific a tion of the error.  We will 
a llow the amount to be rec overed to be pa id by a flexib le payment 
a rrangement over a period a t least equa l to the period in whic h the 
undercharging occurred.  

There is one exc ep tion.  Tha t is in the c ase of an amount underc harged due to 
illega l use of wa ter or rec yc led wa ter.  In this c ase South Gippsland Water will 
estimate the usage for whic h the c ustomer has not pa id and may exerc ise 
other rights including restriction of the water supply and legal action.  

5. PAYMENTS  

5.1. Paying your account  
South Gippsland Water issues ac c ounts 3 times eac h year, tha t a re due for 
payment on 31st of January; 31st of May; and 30th of September.   

South Gippsland Water accepts payment from our customers:  

a) In person at our Foster Office -   
14-18 Pioneer Street Foster 

b) At all Post Offices  
c) By mail -   

South Gippsland Water   
GPO Box 5116    
Melbourne   VIC   3001 

d) By BPay 

 

payment by phone 

   

- Register with your pa rtic ipa ting financ ia l institution to bec ome a BPay   
customer.   
- Contac t your pa rtic ipa ting financ ia l institution to make a payment   
direct from your cheque, savings or credit card account.   
- When p rompted , enter the Biller Code and Referenc e number shown   
on the front of your account. 

e) Through Centrelink 

 

contact your Centrelink office for details. 
f) By d irec t deb it 

 

c ontac t our Customer Servic e Sta ff for full deta ils on   
1300 851 636 or 5682 0444 

g) Payment by Cred it c a rd 

 

c all 1300 301 636, have your ac c ount and   
c red it c a rd ready. You will asked for your c ustomer referenc e number   
[on the front of the account], the amount to be paid, credit card    
number, and exp iry da te. Please rec ord your rec eip t number for future   
reference. 
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h) In advance 

 
contact our Customer Service Staff for full details on    

1300 851 636 or 5682 0444  

We will not require you to agree to direct debit as a condition of service.    

5.2.  Residential concessions  

Owners: Owners must live a t the p roperty and be responsib le for the c harges to 
rec eive a c onc ession. Elig ib le c ustomers, who hold a Pension Conc ession Card , 
Department of Veterans Affa irs Gold Card (exc lud ing "dependants") or a Hea lth 
Care Card , c an rec eive a c onc ession off any wa ter and / or wastewater ta riffs. A 
c onc ession is ava ilab le on the wa ter usage c omponent only if a maximum 
concession has not been claimed on the service charge.  

Tenants: Tenants hold ing any of the above c a rds c an rec eive a c onc ession off their 
water usage account.  

If the app lic ab le c onc ession is not shown on the front of your ac c ount, p lease 
telephone our Customer Service Staff on 1300 851 636 or 5682 0444.  

5.3. Flexible payment plans  

If you a re having d iffic ulty paying your ac c ount or would like to budget to pay 
your ac c ount in insta lments to avoid a lump sum payment on the due da te, 
South Gippsland Water has  a flexib le insta lment payment plan available.  We 
will negotia te the deta ils of the p lan with you to find a mutua lly agreeab le 
outcome.  

This payment plan will:  

a) State how the agreed amount of payment has been calculated; 
b) State the period over which the customer will pay the agreed amount; 
c) Specify an amount to be paid in each period; 
d) Be ab le to be renegotia ted a t the request of a c ustomer if there is a 

demonstrable change in their circumstances; and 
e) Be confirmed in writing to the customer prior to or as soon as practicable 

after the flexible payment plan commences.  

A payment c a rd , for the flexib le insta lment p lan will be sent to you, and may 
be used at a ll Post Offices.    

South Gippsland Water is not required to offer a customer a flexible payment 
plan if the customer has, in the previous 12 months, had two flexible payment 
plans cancelled due to non payment, unless the customer provides a fair and 
reasonable assurance (based on the circumstances) that the customer will 
comply with the plan.         
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5.4. We can help if you are experiencing payment difficulties  

South Gippsland Water has a range of a lterna te payment op tions ava ilab le to 
assist you if you a re having troub le paying your ac c ount. We will assist you, 
according to your personal circumstances, on a case by case basis by:  

(a) Making p rovision for a lterna tive payment a rrangements in ac c ordanc e 
with your capacity to pay including: 

 
Offering a range of payment op tions inc lud ing flexib le 
payments in accordance with the clause above; or 

 

Redirec tion of the ac c ount to another person for payment 
provided that person agrees in writing. 

(b) Confirming in writing your a lterna tive payment method , within 10 business 
days of an agreement being made. 
(c) Offering to extend the due date for some or all of the amount owed. 
(d) Waiving or suspend ing interest payments on outstand ing amounts 
according to our Debt Collections Policy. 
(e) Where appropriate, helping you by: 

1. Provid ing you with information on Government funded assistanc e 
p rograms inc lud ing the Utility Relief Grant Sc heme; or 
2. Referring you to an independent financial counsellor at no cost.  

5.5. Residential Hardship Policy  

South Gippsland Water will app ly its ha rdship polic y to residentia l c ustomers 
who a re identified either by themselves, by South Gippsland Water, or an 
independent ac c red ited financ ia l c ounsellor as having the intention but not 
the financ ia l c apac ity to make the required payments in ac c ordanc e with 
South Gippsland Water s payment terms.  

Under our Residential Hardship Polic y and assoc ia ted p roc esses, [inc lud ing 
flexible payment plans], we can offer the additional assurances:  

a) South Gippsland Water has an internal assessment process for identifying 
c ustomers in ha rdship . It comprises processes:  1. to determine a 
c ustomer s elig ib ility based on ob jec tive c riteria as ind ic a tors of 
hardship. 2.  to make an early identific a tion of a c ustomer s ha rdship . 3. 
to determine the interna l responsib ilities for the management, 
development, communication and monitoring of the customers case. 

b) Our Customer Servic e team is tra ined to be sensitive to our c ustomer s 
circumstances and will not make value judgements.   

c) Our team members are aware of the available assistance. 
d) We will not restric t the wa ter supp ly, initia te lega l ac tion or app ly 

add itiona l deb t rec overy c osts to residentia l c ustomers assessed as 
experiencing hardship. 

e) We will sta te any c irc umstanc es in whic h we will wa ive or suspend 
interest payments on outstanding amounts. 

f) We will p rovide written c onfirma tion of any a lterna tive payment method 
within 10 days of an agreement being reac hed with you. 

g) If you are not satisfied with our assessment of your situation or the service 
you rec eive, p lease c ontac t our Offic e Manager, on 1300 851 636 or 
5682 0444, who will rec ord your c omp la int and c onduc t an investiga tion 
into your concerns.   
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h) If you a re not sa tisfied by this review of your c onc erns South Gippsland 
Water will offer a further review by the Managing Director. 

i) Should you rema in d issa tisfied , we will p rovide you with deta ils of 
ava ilab le externa l d ispute resolution forums inc lud ing the Energy and 
Water Ombudsman (Vic toria ) Sc heme. See Part C 

 
Externa l Dispute 

Resolution Forums. 
j) South Gippsland Water s Residentia l Hardship Polic y will c ease to app ly 

when - the period of ha rdship as agreed between the c ustomer and 
South Gippsland Water exp ires, or when the c ustomer fa ils to respond to 
c ontac t by South Gippsland Water, or has refused or fa iled to respond 
to a flexib le payment p lan, or agreed to a flexib le payment p lan and 
failed to comply with the arrangement.  

k)  The policy on residentia l ha rdship is ava ilab le on request from our 
Customer Servic e team, p lease phone 1300 851 636 or 5682 0444, for a 
copy, or on our website www.sgwater.com.au  

Our Residentia l Hardship Polic y and assoc ia ted p roc esses a re reviewed 
annually.   

6. COLLECTION  

In managing overdue ac c ounts South Gippsland Water will fo llow its Debt Collection 
Policy. These p roc edures a re ava ilab le on request from our Customer Servic e Team, 
please phone 1300 851 636 or 5682 0444, for a copy.   

6.1. What will happen if you do not pay your account by the due date?  

If you do not pay your ac c ount by the due da te and do not c ontac t us to 
a rrange a flexib le payment p lan we will send you a Reminder Notice. The 
Reminder Notic e will request payment of the overdue ac c ount within 7 days of 
receipt.  

6.2. A warning about what may happen if you do not pay your account  

If the account remains unpaid by the Reminder Notice

 

due date, we will send 
a Lega l Ac tion/ Restric tion Notice,

 

requesting payment within 7 days of 
rec eip t. This notic e outlines the ac tion ava ilab le to South Gippsland Water for 
non-payment and requests tha t the c ustomer c ontac t South Gippsland Water 
to discuss what arrangements could be made to facilitate payment.     

If no response, or a mutua lly ac c ep tab le agreement is not reac hed between 
the c ustomer and South Gippsland Water, in regard to the Legal 
Ac tion/ Restric tion Notic e,

 

South Gippsland Water will issue a Fina l Notic e. 
Ac tion on the Fina l Notic e will not c ommenc e until 7 days from the da te of 
posting have elapsed.  

The Final Notice will:  

a) Advise tha t the ac c ount is overdue and must be pa id to avoid supp ly 
restriction or legal action. 

b) Spec ify assistanc e ava ilab le to you inc lud ing deta ils of our Residential 
Hardship Policy 

c) Caution tha t when lega l or restric tion ac tion is taken, you may inc ur 
additional costs in relation to these actions. 

http://www.sgwater.com.au
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d) Provide details of the percentage interest rate that applies and the date 
from which it will be applied. 

e) Provide deta ils of our interna l d ispute resolution p roc ess and the Energy 
and Water Ombudsman (Vic toria ) Sc heme and telephone number.  

In add ition the Fina l Notic e

 
will p rovide a ll the information required to appear 

on the orig ina l ac c ount exc ep t information about meter read ings, usage, 
previous accounts or past payments.  

6.3. Interest and other charges  

South Gippsland Water may c harge interest, to outstand ing amounts as 
a llowed under the Water Ac t 1989, Part 13, Division 7. Interest may be wa ived 
in some c irc umstanc es in ac c ordanc e with South Gippsland Water's 
Residential Hardship Polic y or Deb t Collec tion Polic y. The c urrent ra te of 
interest, if applicable, is d isp layed on a ll ac c ounts, Reminder Notic es and Fina l 
Notices.  

6.4. Dishonoured payment  

South Gippsland Water may rec over from you the amount c harged by our 
financial institution due to: 
a) Your cheque being dishonoured; or 
b) There being insuffic ient funds ava ilab le when you pay your ac c ount by 

direct debit.  

7. ACTIONS FOR NON PAYMENT OF YOUR ACCOUNT  

7.1. South Gippsland Water may restrict your supply or take legal action  

We offer a va riety of payment op tions to make it easier for you to pay your 
account.  However, if you do not pay we will take lega l ac tion or restric t your 
water or recycled water services if: 
a) More than 21 days have elapsed since the issue of the Reminder Notice. 
b) A Fina l Notic e has been sent p rovid ing you with information on our 

Residentia l Hardship Polic y and other assistanc e ava ilab le to c ustomers 
experiencing payment difficulties. 

c) We have attempted to contact you in person about the non-payment. 
d) You have been notified of the p roposed restric tion or lega l ac tion and 

the associated costs; and 
e) You have been offered a flexib le payment p lan and you have refused 

or failed to respond; or 
f) You agreed to a flexib le payment p lan and have fa iled to c omp ly with 

the arrangement.  

7.2. Limits on restriction and legal action  

South Gippsland Wa ter will not c ommenc e lega l ac tion or take ac tions to 
restrict your service due to non-payment if:  

a) The amount owed is less than $120, unless you have fa iled to pay 
consecutive accounts in full over a period of not less than 12 months. 
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b) You a re elig ib le for and have lodged an app lic a tion for a government 
funded c onc ession rela ting to amounts c harged by South Gippsland 
Water and the application is outstanding. 

c) You have made an app lic a tion under the Utility Relief Grant Sc heme 
and the application is outstanding. 

d) You are a tenant; and (i) the amount unpaid is owed by the landlord; or 
(ii) you have a c la im aga inst the land lord in respec t of a wa ter ac c ount 
pending at the Victorian Civil and Administrative Tribunal; or 

e) The amount in d ispute is sub jec t to an unresolved c omp la int under 
review by South Gippsland Water.  

This c lause does not restric t South Gippsland Water's rights to pursue a deb t 
owed to it by a person who is no longer a customer.   

In add ition, South Gippsland Water will not take steps to restric t your servic e 
due to non-payment if: 
a) It is a Friday, pub lic holiday, weekend , day before a pub lic holiday or 

after 3.00 pm 
b) You are registered as a Special Needs Customer. 
c) We believe tha t the restric tion will c ause a hea lth hazard having taken 

into consideration your concerns; or 
d) It is a day of tota l fire ban dec la red by the Country Fire Authority in the 

area where your property is located.  

A restric tion under this sec tion may reduc e the supp ly of wa ter, rec yc led wa ter 
or non-potab le wa ter to no less than 2 litres per minute a t the tap nearest to 
the meter.  

7.3. Removal of restrictors  

We will restore the servic e restric ted to norma l flow ra tes within 24 hours of 
becoming aware of the reason for the restriction no longer existing.  

7.4. Powers of sale or transfer of your property  

If the amount owed by you to South Gippsland Water rema ins outstand ing for 
not less than 3 years, and we intend to exercise our powers of sale or transfer in 
ac c ordanc e with the Water Ac t 1989, Division 7, Sec tions 278, 279 and 280 we 
will notify you in writing of: 
a) Our powers under the Water Ac t 1989, Division 7, Sec tions 278, 279 and 

280 to sell or transfer the property; 
b) Details of the debt which gives rise to those powers; 
c) When we intend to exercise our power of sale or transfer; and 
d) The process and consequence of these actions.  

8. QUALITY OF SERVICES  

8.1. Product quality  

South Gippsland Water is required to c omp ly with a ll app lic ab le requirements of the 
Department of Human Servic es and the Environment Protec tion Authority s, 
respec tive hea lth and environment legislation, regulations and performanc e 
standards. Deta ils of South Gippsland Water s performanc e aga inst these standards 
is published on our website 

 

www.sgwater.com.au

  

http://www.sgwater.com.au
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In add ition to these requirements, South Gippsland Water will p rovide a servic e in 
accordance with any c ommitments in South Gippsland Water s approved servic e 
standards as set by the Victorian Government and the Essentia l Servic es 
Commission. Deta ils of our performanc e aga inst these standards a re a lso pub lished 
on our website.  

8.2. Delivery quality (flow rates)  

South Gippsland Water will ensure tha t your wa ter supp ly and rec yc led wa ter 
supply (if ava ilab le) is a t least equa l to the minimum flow ra tes shown in the 
table below:  

Diameter of the property

  

service pipe - in mm. 
Minimum flow rate  

 

Litres per minute.

 

20 20 
25 35 
32 60 
40 90 
50 160 

 

Exceptions to the minimum flow rates are listed below, to the extent that: 
a) Your infrastructure (pipes and fittings) fall short of the required condition; 
b) Your service is provided by a private extension; 
c) There is a drought or an emergency; 
d) There is a water shortage due to peak summer demand; 
e) There is an unplanned or planned interruption; 
f) Recycled water is reduced due to a shortage; 
g) Recycled water is reduced in accordance with our permitted use rules; 
h) Supp ly is restric ted or d isc onnec ted in ac c ordanc e with this Customer 

Charter; or  
i) Water Law p rovides for a flow ra te less than the minimum flow ra te. 
The flow ra te must be measured a t the meter or the tap nearest the meter 
assembly.  

8.3. Testing  

If you ask us to, South Gippsland Water will test flow ra tes and wa ter qua lity for 
compliance with the two clauses above. However, South Gippsland Water:  

a) may impose a reasonab le c harge on you in the event tha t the test 
demonstra tes c omp lianc e with the p roduc t and delivery qua lity 
outlined above. 

b) will advise you, p rior to the test, tha t a reasonab le c harge may be 
imposed if the test demonstra tes c omp lianc e with the p roduc t and 
delivery quality outlined above. 

c) will pay the cost of the test if the test demonstrates that South Gippsland 
Water has not c omp lied with the flow ra tes and water qua lity outlined 
above.      
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8.4. Fixing the problem  

South Gippsland Water will rectify any substandard performance in the service,  
product, delivery qua lity or testing p roc ess as soon as possib le, or within a time 
agreed with you.   

The p rob lem will be fixed by returning tha t servic e, p roduc t, delivery qua lity or 
testing p roc ess bac k to c onformity with the set standard required by the 
service standards.  

9. RELIABILITY OF SERVICES  

9.1. Obligation to provide reliable services  

For a full list of a ll our approved servic e standards see Part E South Gippsland 
Water's Servic e Standards. Sub jec t to our Sta tement of Ob liga tions, South 
Gippsland Water will c ontinue to imp lement p lans, systems and p roc esses to 
manage our assets to provide you with reliable services.  

9.2. Service interruptions 

 

response to incidents  

South Gippsland Water will c omp ly with the following standards spec ified our 
Water Plan and approved by the Essential Services Commission:    

Interruptions to Water Supply  

Unplanned Interruptions (Chance Failures) Planned Interruptions (Scheduled Works) 
No c ustomer will have more than 3 
unp lanned wa ter supp ly interrup tions in 
any 12 month period . 

The duration of any planned water supply 
interrup tion will be no more than 5 hours, 
on average. 

The dura tion of any unp lanned wa ter 
supp ly interrup tion will be no more than 1 
hour & 40 minutes, on average. 

99% of p lanned wa ter supp ly interrup tions 
will be restored in 5 hours. 

99 % of unp lanned wa ter supp ly 
interruptions will be restored in 5 hours.  

 

Sewerage Blockages and Spills  

No customer will have more than 3 sewer blockages in any 12  month period. 
The average time taken to clear a sewer blockage in South Gippsland Water s p ipe will 
be 2 hours. 
100% of sewer spills will be contained in 5 hours. 

 

Bursts, leaks, spills and blockages  

1. Water service:  
South Gippsland Water Opera tions Servic e Sta ff will, on average, a ttend p riority 1 
wa ter bursts and leaks, within 30 minutes of notific a tion of the inc ident. [See Part E 

 

Service Standards, for definition of Priority 1,2 & 3.] 
2. Sewerage service:  
South Gippsland Water Opera tions Servic e Sta ff will, on average, a ttend sewer sp ills 
and blockages, within 30 minutes of notification of the incident.  



  

Page 19 of 29  

South Gippsland Water will: 
a) minimise the impac t of unp lanned interrup tions to servic es (inc lud ing 

restoration as soon as possible and the provision of information); and 
b) p rovide c ustomers with ac c ess to emergenc y supp lies of d rinking wa ter 

in the event of an unplanned interruption to water services.  

9.3. Bursts, leaks, blockages and spills  

Should a burst, leak, b loc kage or sp ill oc c ur in our systems p lease c ontac t our 
customer service staff on the 24 hour emergency number 1300 851 636 or  
5682 0444.  

When a burst, leak or blockage in our system occurs South Gippsland Water will: 
a) Promptly attend the site upon notification; 
b) Take action to rectify the situation, taking into account the potential or actual 

impact on: 
i. Customers; 
ii. Others affected by the failure; 
iii. Property; and  
iv. The environment. 

c) Provide information about any unp lanned interrup tion to a servic e through a 
24-hour telephone enquiry servic e 

 

1300 851 636 or 5682 0444 - which can 
advise callers of the estimated duration of any interruption. 

d) Ensure tha t in the event of a sewage sp ill a t your p roperty, the damage and 
inconvenience to you and others affected is minimised; and 

e) Ensuring that ac tion to p romptly dea l with the sewage sp ill (c lean up and 
disinfection) is taken.   

9.4. Planned interruptions 

 

information and response  

South Gippsland Water will inform effected residential customers, in writing , of 
the time and dura tion of any p lanned interrup tion to servic e, a t least two 
business days in advanc e. Customers on our Spec ia l Needs Register, Businesses 
and Major customers will receive 5 business days written notice.  

South Gippsland Water also has p rac tic es and p roc edures in p lac e to provide 
c ustomers with ac c ess to emergenc y supp lies of d rinking wa ter in the event of 
a p lanned interrup tion. Please c ontac t our Customer Servic e Sta ff on 1300 851 
636 or 5682 0444 to advise them of your requirements.  

9.5. Customers with Special needs  

South Gippsland Water invites c ustomers with spec ia l needs who require wa ter 
for: 
a) the operation of a life-support machine; or 
b) any other special needs; 
to reg ister with us, so tha t we c an ma inta in an up to da te reg ister. Please c a ll 
our Customer Service Staff on 1300 851 636 or 5682 0444.  

South Gippsland Water will contact customers on our special needs register: 
a) As soon as possib le in the event of an unp lanned interrup tion to a 

service; and 
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b) At least 5 business days before a p lanned interrup tion. If a longer period 
of notic e is required p lease advise our Customer Servic e Sta ff on 1300 
851 636 or 5682 0444. 

In a ll c ases South Gippsland Water will endeavour to minimise any 
inconvenience to our special needs c ustomers.   

10. RECONNECTION  

South Gippsland Water will p romptly rec onnec t a c ustomer s p roperty whic h 
has been disconnected upon:  

a) The reason for disconnection no longer persisting; or 
b) Rec eip t of a written undertaking as to c omp lianc e by the c ustomer in a 

form acceptable to South Gippsland Water; and   

11. WORK AND MAINTENANCE  

11.1. Maintenance of South Gippsland Water s systems and customers

 

service pipes  

South Gippsland Water will imp lement p rograms to ma inta in its systems in 
accordance with our approved service standards.  

In add ition to this genera l system ob liga tion South Gippsland Water will 
maintain: 
a) The property service pipe if it is 25 mm in diameter or less up to: 

i. The meter assembly; or 
ii. If the meter is loc a ted more than 2 metres within the p roperty 

boundary, to the property boundary; 
iii. If ac c ess to the servic e p ipe, between the p roperty boundary 

and the meter, is obstructed, to the property boundary; 
iv. If there is more than one meter insta lled , to the initial property 

boundary; 
v. If no meter is installed, to the property boundary. 

b) Any ga lvanised iron p roperty servic e p ipe for whic h South Gippsland 
Water has ma intenanc e ob liga tions under the c lause above if it is 
leaking.  

If South Gippsland Water rep lac es a ga lvanised iron p roperty servic e p ipe, of 
25mm or less, we will require the c ustomer to pay for only the first $500 
(excluding GST) of the cost of the replacement.   

South Gippsland Wa ter is not responsib le for the ma intenanc e of bac kflow 
p revention devic es insta lled a t the outlet of the meter, p riva te fire servic es, 
p riva te extensions or trunk servic es or p roperty servic e p ipes from p riva te 
extensions.  

11.2. Worker identification  

Sta ff and representatives of South Gippsland Water will not enter your p roperty 
without appropriate identification.  
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Sta ff and representatives of South Gippsland Water entering a p roperty, 
except for the purpose of reading an accessible meter, must either:  

a) Notify any oc c upant p resent of the rep resenta tive s purpose for entry; or 
b) If no oc c upant is p resent a t the p roperty, leave a notic e sta ting the 

representatives identity and the date, time and purpose of entry.  

11.3. Keys held by South Gippsland Water  

If South Gippsland Water holds keys to your p remises, the keys will be held in 
sa fe c ustody and returned to you upon notific a tion of your vac a tion of the 
property or if access is no longer required.  

12. INFORMATION  

12.1. Enquiries  

South Gippsland Water will respond to an enquiry made in person or by phone 
within 48 hours, enquiries made in writing (inc lud ing ema il and fax) will rec eive 
a response within 10 working days.   

Our Customer Servic e Sta ff will p rovide the following information to c ustomers, 
on request:  
a) Account information 
b) Account payment options 
c) Concession entitlements 
d) Programs ava ilab le to c ustomers who a re having payment difficulties, 

including our Residential Hardship Policy; 
e) Information about our complaint handling procedures 
f) Information about EWOV [Energy and Water Ombudsman (Vic toria )] 

Scheme.  

Ca ll our Customer Servic e Sta ff on 1300 851 636 or 5682 0444 for more 
information on any of our servic es, or fax us on 5682 1199, or ema il us a t:  
sgwater@sgwater.com.au  

12.2. Fees for information or advice  

Unless otherwise sta ted in this Charter or the Customer Servic e Code, South 
Gippsland Water will not c harge a fee for the p rovision of information or 
advice to customers affected by our operations.  

12.3. Permitted use of recycled or non-potable water  

South Gippsland Water will regularly inform relevant customers of required limits 
on the permitted use of rec yc led wa ter, non-potab le wa ter and its sewerage 
service which at least reflect: 
a) Health and environmental regulation; and 
b) Water Law in respect of recycled water.      
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12.4. Trade waste  

South Gippsland Water will advise c ustomers, in writing , of the standards and 
requirements nec essary for entering a trade waste agreement or ob ta ining 
consent.  

12.5. Sustainable use of water  

South Gippsland Wa ter freely provides information to c ustomers about the 
susta inab le use of Vic toria s wa ter resourc es and how c ustomers may c onserve 
water. Educ a tion p rograms, p resenta tions and information a re ava ilab le to 
ind ividua ls, c ommunity organisa tions and sc hools through our c ommunity 
rela tions p rograms. Ca ll our Community Rela tions Offic er on 1300 851 636 or 
5682 0444 for more details.  

A wide range of information on wa ter c onserva tion and wa ter efficient 
products is available on savewater.c om s website at  www.savewater.com.au

  

12.6. Water reuse  

South Gippsland Water will p rovide c ustomers with information, or referra l to 
the responsible authority, about lawful and practical possibilities for the reuse of 
water.  

12.7. Account history  

Upon request, South Gippsland Water will p rovide you with your ac c ount and 
wa ter usage history for the p rec ed ing three years, free of c ha rge, within 10 
business days.  

South Gippsland Water may c harge a reasonab le fee for p rovid ing ac c ount 
and usage history held beyond three years in ac c ordanc e with the relevant 
Pub lic Rec ord Offic e Standard Genera l Disposa l Sc hedule for the Rec ords of 
Water Authorities.  

12.8. Regulatory information  

South Gippsland Water will p rovide, on request, c op ies or extrac ts from any 
regula tory instruments (documents) under whic h it opera tes, inc lud ing a c opy 
of the Essentia l Servic es Commission s Customer Servic e Code. These 
documents c an be viewed on South Gippsland Water s website; 
www.sgwater.com.au  

12.9. Communication assistance  

South Gippsland Water p rovides ac c ess to an interp reter servic e and a TTY 
servic e for speec h and hearing impa ired c ustomers. To ac c ess these servic es 
please call the numbers below.  

Translating and Interpreting Service: 131 450 
TTY facility: 1800 555 677  

http://www.savewater.com.au
http://www.sgwater.com.au
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South Gippsland Water will p rovide upon request, a translated c opy of the 
Customer Charter, in languages other than Eng lish, as required under the 
guidelines issued by the Vic torian Offic e of Multic ultura l Affa irs.     

12. 10. Customer Obligations  

As a c ustomer of South Gippsland Water you have c erta in ob liga tions under 
the Water Act 1989. Some of these obligations include, but are not limited to :  

a) To pay c harges inc urred a fter vac a ting a p roperty, unless you g ive 
South Gippsland Water 48 hours notice of vacating the property. 

b) To ensure tha t eac h wa ter meter is ac c essib le by South Gippsland 
Water. 

c) To ma inta in the p roperty owner s infrastruc ture upon notic e by South 
Gippsland Water. 

d) To remove trees at the request of South Gippsland Water. 
e) To seek the c onsent of South Gippsland Water for any build ing or 

construction work which might interfere with a service or system. 
f) To not a lter any works c onnec ted to South Gippsland Water's works 

without our consent. 
g) To observe any restric tions imposed by South Gippsland Water in 

accordance with Water Law.    

South Gippsland Water will use all reasonable endeavours to keep you    
informed of your obligations under the Water Act 1989.  

12.11. Privacy  

South Gippsland Water will keep information about c ustomers c onfidentia l and 
will c omp ly with the Information Privac y Ac t (Vic toria ) 2000 and any guidelines 
issued by the Vic torian Privac y Commissioner. For a c opy of our p rivac y policy 
ring our Customer Service Staff on 1300 851 636 or 5682 0444.    

13. THE CUSTOMER CHARTER  

13.1. Publication and distribution of this Customer Charter  

The Customer Charter was d istributed to a ll c urrent c ustomers with the first 
account issued a fter approval by the Essentia l Servic es Commission in 2005. 
New c ustomers will rec eive a c opy within one month of bec oming reg istered 
as a customer of South Gippsland Water.  

The Customer Charter is pub lished on our website and you c an ob ta in a 
hardcopy by c a lling our c ustomer servic e sta ff on 1300 851 636 or 5682 0444. A 
c opy of the Customer Charter is ava ilab le a t our Foster Offic e for inspec tion 
during business hours.    
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13.2. Changes to this Customer Charter  

South Gippsland Water s Customer Charter may be amended : 
a) by direction from the Essentia l Servic es Commission; and 
b) fo llowing c onsulta tion with c ustomers, stakeholders and subsequent 

approval of the Essential Services Commission.  

If South Gippsland Water materia lly c hanges its Customer Charter, we will let 
eac h c ustomer know tha t the c harter has been c hanged and tha t the deta ils 
of the c hange a re ava ilab le on South Gippsland Water's website or upon 
request.  Notific a tion of the c hange will be g iven with the next ac c ount a fter 
the change has occurred.  
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Part C EXTERNAL DISPUTE RESOLUTION FORUMS     

C 1. The Energy and Water Ombudsman (Victoria)  

The Energy and Water Ombudsman of Victoria [EWOV] is available to help resolve problems. 
Provid ing you have first c ontac ted South Gippsland Water and a re not sa tisfied with the 
results, you may c ontac t EWOV. Their servic e is free and independent, foc used on find ing a 
fair and reasonable outcome to disputes.  
Freecall:  
1800 500 509 
FreeFax:  
1800 500 549 
Email: eiovinfo@eiov.com.au

 

Website: www.eiov.com.au 
Postal Address: GPO Box 469D, Melbourne  VIC  3001 
Interpreter Service: 131 450 
TTY Service: 1800 555 677   

C 2. Consumer Affairs Victoria 
   
Consumer Affairs Victoria provide a wide range of servic es, ma inly to do with business and 
regulation, including information on applicable Acts and Regulations governing Tenants and 
Landlords. It is strongly suggested you browse their website to see if the issue you wish 
to raise is within their area of responsibility. 
Freecall:  
1300 558 181 
Email: c onsumer@justice.vic.gov.au 
Website: www.consumer.vic.gov.au 
Postal Address: GPO Box 123A, Melbourne, Vic  3001 
Interpreter Service: 131 450 
Address: Consumer Affairs Victoria, Level 2, 452 Flinders Street, Melbourne  VIC  3000   

C 3. The Victorian Civil Administrative Tribunal (VCAT)  

VCAT deals with disputes about a wide range of issues, including disputes between 
people and Government. It is strongly suggested you browse their website to see if 
the issue you wish to raise is within their area of responsibility. 
Freecall:  
1800 133 055 
Email: vcat@vcat.vic.gov.au 
Website: www.vcat.vic.gov.au 
Address: Victorian Civil and Administrative Tribunal, 55 King Street, Melbourne  VIC  3000  

http://www.eiov.com.au
http://www.consumer.vic.gov.au
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Part D  DEFINITIONS   

approved service standards

 
means standards and conditions of service and supply 

approved by the Commission under c lause 15 of the Water Industry Regula tory Order.   

available

 
means:  

(a) in the case of a metropolitan service 

 
the person s p roperty is a dec la red  

property in respect of that service under section 64 of the Water Industry Act 1994;  
(b) in the case of a regional service 

 

the person s p roperty is a dec la red  
property in respect of that service under section 144 of the Water Act 1989.   

billing period

 

means any period for which a customer s b ill is c a lc ula ted .  

business day

 

means a day on which banks are open for general banking  
business in major towns [such as Wonthaggi, Leongatha, Inverloch, Korumburra, Yarram and 
Foster etc] in South Gippsland, not being a Saturday or a Sunday.   

Commission

 

means the Essential Services Commission established under the  
ESC Act.  

complaint

 

means a written or verbal expression of dissatisfaction about an action, 
proposed action or failure to act by a water business, including a failure of the water 
business to observe its published policies, practices or procedures.   

customer

 

means a person who is:  
(a ) an owner and oc c up ier of a p roperty c onnec ted to a wa ter business s  
system;  
(b ) an owner of a p roperty whic h is c onnec ted to a wa ter business s system but is not an 
occupier;  
(c ) an oc c up ier of a p roperty tha t is c onnec ted to a wa ter business s system and is liab le for 
usage charges;  
(d) an owner of a property that is not connected but to which a service is  
available from a regional water business and the water business imposes a  
service charge.   

disconnect

 

means to physically prevent the flow of water, recycled water or sewerage.  

electronic address

 

means an email or internet address supplied by a customer to a water 
business for the purpose of the receipt of bills and other service related communications.   

enquiry

 

means a written or verbal approach by a customer which can be satisfied by the 
water business providing written or verbal information, advice, assistance, clarification, 
explanation or referral about a matter.   

enquiry facility

 

means a telephone call centre and may also include an on-line 
information facility or an over-the-counter information service.  

environmental regulation

 

includes applicable requirements of the Environment Protection 
Authority and (insofar as they relate to planning and environment matters) of local councils.   

ESC Act

 

means the Essential Services Commission Act 2001.  
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EWOV

 
means the Energy and Water Ombudsman (Victoria).   

external dispute resolution forum

 
includes Consumer Affairs Victoria and the  

Vic torian Civil and Administra tive Tribuna l.  

financial year

 
means a year ending 30 June.   

GSL rebate

 
means any form of payment or compensation made to a customer by a water 

business due to a b reac h of the wa ter business s sta ted ob liga tions under a guaranteed 
service level scheme as approved by the Commission.  

health regulation

 

includes the Safe Drinking Water Act 2003, the Food Act 1984, the Health 
(Fluorida tion) Ac t 1973 and other app lic able requirements of the Department of Human 
Services.  

interruption

 

means in the c ase of a c ustomer s wa ter or rec yc led wa ter supp ly, a tota l loss 
of flow from a water business to a customer.  

meter assembly

 

means the apparatus consisting of a meter, stop valve, strainer and any 
additional valves, but does not include a backflow prevention device installed downstream 
of the outlet of the meter.   

metropolitan water business

 

means City West Water Limited (ACN 066 902  
467), South East Water Limited (ACN 066 902 547), Yarra Valley Water Limited  
(ACN 066 902 501) and their successors.  

metropolitan service

 

means a service provided by a metropolitan water business.   

non-potable water

 

means water tha t is the sub jec t of a dec la ra tion made by the Minister 
under sec tion 6 of the Sa fe Water Drinking Ac t 2003, known under tha t Ac t as regula ted 
wa ter .   

occupier

 

means a person in occupation of a property to which a service is  
available, including:  
(a) a tenant or caravan park resident registered as such with the water  
business, for the period of such registration; or  
(b) the property owner.  

permitted use rules

 

means a wa ter business s requirements under c lause 12.3 of this 
Customer Charter.   

planned interruption

 

means a scheduled interruption to a service to a customer which is 
caused by a water business to allow routine maintenance or augmentation to be carried 
out.   

property owner s infrastructure

 

inc ludes the c ustomer s p ipes, bac kflow  
prevention devices and other equipment of the customer connected to a system.   

reasonable charge

 

means a fee or charge that is approved or specified by the 
Commission in ac c ordanc e with c lause 8 of the Water Industry Regula tory Order.   

regional water business

 

means a regional urban water Corporation constituted  
under the Water Act 1989 or its successor.  



  

Page 28 of 29 

regional service

 
means a service provided by a regional water business.   

service

 
means a water supply service including a reticulated non-potable water supply 

service, a recycled water supply service or a sewerage service.   

system

 
means a wa ter business s physic a l infrastruc ture for p rovid ing a water supp ly 

service, a recycled water service or a trade waste or sewerage service.  

trade waste

 
has the meaning given to that term in the Water Act 1989.   

TTY service

 

means a facility to enable a deaf or hearing impaired person to  
communicate by telephone through the use of a telephone typewriter.   

unplanned interruption

 

means an interruption to services to a customer caused by a fault 
in the water business s system or a fault whic h is the ma intenanc e responsib ility of the wa ter 
business.  

water business

 

means a metropolitan water business or a regional water  
business.  

water law

 

means the relevant requirements contained in or made under the Water Act 
1989 and the Water Industry Act 1994.                                  
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Part E SOUTH GIPPSLAND WATER'S SERVICE STANDARDS   

SERVICE STANDARDS 

   
Performance Target 

             
     Water Unit  2008-09 2009-10 2010-11 2011-12 2012-13 

Unplanned water supply interruptions  per 100km  28.0 28.0 28.0 28.0 28.0 
Average time taken to attend bursts and leaks (priority 1) minutes 30.0 30.0 30.0 30.0 30.0 
Average time taken to attend bursts and leaks (priority 2) minutes 40.0 40.0 40.0 40.0 40.0 
Average time taken to attend bursts and leaks (priority 3) minutes 1440.0 1440.0 1440.0 1440.0 1440.0 
Unplanned water supply interruptions restored within 5 hours       per cent 99.0 99.0 99.0 99.0 99.0 
Planned water supply interruptions restored within 5 hours per cent 99.0 99.0 99.0 99.0 99.0 
Average unplanned customer minutes off water supply  minutes 33.0 33.0 33.0 33.0 33.0 
Average planned customer minutes off water supply  minutes 150.0 150.0 150.0 150.0 150.0 
Average frequency of unplanned water supply interruptions  number 0.3 0.3 0.3 0.3 0.3 
Average frequency of planned water supply interruptions  number 0.5 0.5 0.5 0.5 0.5 
Average duration of unplanned water supply interruptions  minutes 100.0 100.0 100.0 100.0 100.0 
Average duration of planned water supply interruptions  minutes 300.0 300.0 300.0 300.0 300.0 
Number of customers experiencing > 5 unplanned 

 

    water supply interruptions in the year number 0.0 0.0 0.0 0.0 0.0 
Unaccounted for water  per cent 14.0 14.0 14.0 14.0 14.0 

         

     Sewerage 

       

Sewerage blockages per 100km 18.0 18.0 18.0 18.0 18.0 
Average time to attend sewer spills and blockages minutes 30.0 30.0 30.0 30.0 30.0 
Average time to rectify a sewer blockage minutes 120.0 120.0 120.0 120.0 120.0 
Spills contained within 5 hours per cent 100.0 100.0 100.0 100.0 100.0 
Customers receiving > 3 sewer blockages in the year number 0.0 0.0 0.0 0.0 0.0 

         

     Customer Service 

       

Complaints to EWOV 
per 1000 
customers 1.1 1.1 1.1 1.1 1.1 

Telephone calls answered within 30 seconds per cent 98.0 98.0 98.0 98.0 98.0 

            

20mm 25mm 32mm 40mm 50mm 

     Minimum Flow Rates 
litres per 
minute 20 35 60 90 160 

        

Definition of Priority 1, 2 & 3 burst and leak events.  

Priority 1: Means a burst or leak which causes, or has the potential to cause, substantial damage or 
harm to customers, water quality, flow rate, property or the environment.  

Priority 2: Means a burst or leak which causes, or has the potential to cause, minor damage or harm 
to customers, water quality, flow rate, property or the environment.  

Priority 3: Means a burst or leak which is causing no discernable impacts on customers, property or 
the environment. 


