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Background

The Victorian water industry adopted a Guideline for Unexplained High
Usage and Undetected Leak Enquiries in October 2010. Its intent was to
provide an industry standard for resolving enquiries from customers who
receive an unexpected large water bill due to a leak at their property or due
to unexplained high usage. The guideline was developed by a project team
representing urban water corporations across Victoria.

That 2010 guideline has provided great value to the water industry and
customers over the last ten years by:

e Establishing a consistent basis for water corporations to resolve high usage
and leak enquiries;

Clearly setting out the roles and responsibilities of both customers and
water corporations in a consistent decision making process for investigating
customer enquiries; and

Clearly setting out a minimum guideline process for calculating rebate
allowances for leaks and unexplained high usage.

Over time the 2010 guideline has become outdated and in March 2020 the
Victorian water industry initiated a review to produce a more contemporary
guideline that is:

e Mindful of experience in application of the old guideline;
e Better addresses current and evolving needs; and that
* Remains useful in practice into the future.
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A working group was established including representatives from 15 of

the Victorian urban water corporations. A representative from the ESC
participated in the review to ensure alighment with customer service
obligations in the water customer service codes. A representative from EWOV
participated in the review to provide an independent perspective on broader
challenges for customers and water corporations based on EWOV’s case
handling experience.

The review reinforced the importance of water conservation being a shared
accountability between water corporations and customers as a key driver

for the guideline. It also identified that many parts of the guideline could be
updated to support fairer and more equitable treatment of high usage and
leak enquiry cases. In particular, expanding rebate eligibility through reducing
and streamlining exclusions will extend benefits to a broader range of affected
customers. Water corporations have limited budgets to cover rebate claims
for high water usage. As such, placing greater emphasis on rapid resolution
of leaks will result in fairer and more equitable distribution of the available
budgets to all eligible customers.

The revised guideline maintains the following key elements of the original

guideline:

¢ Only one rebate will be provided per eligible customer, per property every
five years;

¢ A bill rebate will only be provided once a customer has investigated and
rectified the cause; and

¢ A bill rebate will be calculated based on 50% of the estimated water lost, up
to a maximum dollar value cap.




SEW.0001.0001.5004_0005

In addition, the revised guideline incorporates the following key changes from
the 2010 guideline:

e The dollar value cap for a bill rebate has been increased from $1,000
to $2,000;
The rebate on volumetric waste disposal charges (where these apply)
will be increased from 50% to 100% of the full estimated water lost;
Eligibility criteria for a rebate have been expanded and simplified;
A rebate can be applied flexibly over two consecutive billing periods,
as appropriate;
An explicit requirement for customers to rectify any leak within two
weeks of notification and/or identification of a high water usage event.
The original guideline requirement for the customer to make any
application for a rebate enquiry within 90 days is also retained; and

Simplification of the rebate application and approval processes to provide
greater flexibility and improved accessibility for customers.

This revised guideline represents a practicable standard for dealing with all
high water usage and leak rebate enquiry cases. The criteria included in the
guideline are based on what all the water corporations can reasonably achieve
and practically implement and manage. In applying the guideline, a water
corporation may exercise discretion, according to its assessment of what is

fair and reasonable in particular circumstances.

The guideline is also a customer service initiative. It is designed to educate
customers on their obligations and to provide guidance and assistance in
their efforts to conserve water. This is not a hardship guideline. Its intent

is deliberately limited to providing a fair, equitable, consistent and systematic
process for resolving high usage and leakage bill rebate enquiries. It does not
seek to provide for resolution of hardship, vulnerability or other difficulties
that may impact customers. Any customers affected by such issues may be
referred by the water corporations to other appropriate support agencies or
processes where further assistance is required beyond resolution of the high
usage and leak rebate covered by this guideline.

Offsets exist within complex and evolving global and Australian policy and
regulatory frameworks. To ensure cost effectiveness and compliance over time,
offset selection must be robust in the face of potential policy and regulatory
change. Offset sourcing cannot rely on a ‘set and forget’ approach, and water
corporations need access to substantial capability to assess offset quality. The
Decision-Making Framework reflects the sector’s desire to implement Victorian
policy in reducing emissions and embrace leading-practice approaches to
achieve this. It is also intended to help the sector anticipate and adapt to
regulatory change and will provide a foundation from which to build the
capacity to successfully use carbon offsets in the water sector.

This report illustrates some of the challenges with carbon offset selection.

It is intended to be a resource to build understanding in the Victorian water
sector of carbon offsets and to support the adoption and application of a
decision-making framework for carbon offset use and selection for the sector.
While Melbourne Water has access to a broader range of offsets than other
water corporations, the decision-making framework that guides their selection
can be applied to both self-generated Victorian offsets, Australian and
international offsets.
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1. Guideline Purpose and Objectives

The key purpose of this guideline is to provide a framework for handling
high water usage and leak enquiries. This includes resolving the caus
determining an appropriate bill rebate for eligible customers. The i
to improve the customer service experience by applying a strea
consistent approach that supports fair and equitable decision

ciples, the specific objectives of the guideline are to:
sfaction through fair and equitable treatment of

d consistent basis for resolving enquiries;

ifficulty in resolving enquiries and any associated
The guideline is based on three key principles:

Equity impacts on customers;
¢ All enquiries should be managed through a fair, impa

assessment process.

customer debt for each water

Equality
e All eligible customers have an equal right to access t
resolution of high usage and leakage enquiries.

Water conservation

e Water conservation is a joint accountability between w
and their customers. A water conservation objective is i
minimise the extent of water loss events, thereby minimisi
impacts on both customers and water corporations. This en
fairest and most equitable distribution of available rebate budg
many eligible customers as possible.
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2. Applicability of this Guidelin& R ————— ———

This guideline applies to all customers of:

e Victorian urban water corporations; and of

e The urban operations of Victorian water corporatioicthatcon
urban and rural operations; [ e—

that are liable for the water usage charges for water supplied to a prope

under sections 273A and 273B of the Water Act 1989, eﬂiegf

e Irrigation customers (secured by water share issued HEEEDPivisto
3A of the Water Act 1989 or by a take and use licenceantertia

e Commercial irrigation customers supplied from potable-supp
and —

e Water Supply by Agreement customers'.

Eligible customers include those that:
e Own and occupy a serviced property connected to tAe=w

water supply system;
e Occupy a serviced property which is connected to thHeWterCorporation-o—

water supply system and are liable to pay water usage vele
for example a residential tenant; ——

e Own, but do not occupy, a serviced property connected to the wate
ration’s water supply systems and are liable to pay water usage volumetric
charges — for example, a landlord/owner of an unoceupied
erty, or of a commercially rated property.

The calculation of rebates under this guideline does not apply to trade waste
disposal charges.

1  Water Supply by Agreement customers include those whose propertiesakgsse Ve DY @ DL o e ater maimes -
corporation for the supply of water. This is defined as a private water s\ e s e ma s mwater main does not front or pass

through the customer’s property or where the property is not located m = = m .- —memmma- mep=or-the private line remains with the property. Sviaes
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3. Types of Leaks and High Usage this Guideline Covers

High water usage is considered to be a larger than normal amount of watg
usage measured in kilolitres (as opposed to an increased dollar amou
constitutes a significant increase when compared to the customer”’
usage for the same period at the same property over previous ye

Water corporations may find it useful to refer customers to E\j
information about how to determine the cause of high wate

Bill rebate allowances under this guideline may be providg
usage that results from the following identified causes:

¢ A leak from the customer’s water supply infrastruct

o Easily detectable leaks that have not been promp
o Leaking and/or malfunctioning appliances (such
conditioners and solar hot water heaters);

or

¢ A one off unexplained high usage event, where a customé@
not account for a limited period of high usage after ruling o@
sible explanations. Unexplained usage is often attributed to €
theft or a one off event that the account holder is not, or has no
made, aware of.

This guideline does not apply to explainable high water usage resulting from
the customer’s water use patterns or changes in those water use patterns.

2 Acustomer’s water supply infrastructure is defined as any part of a hot or cold water service that is connected to a drinking water supply, from the point of conné
the service. A customer’s water supply infrastructure also includes any part of a non-drinking hot or cold water service or rainwater service, from the point of connection te
of the service.
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crucial in minimising the extent of such events. This will=m
impacts on both customers and water corporations. Res

loss ensures the fairest and most equitable treatment oF-ClighlescuetONTETS: Froaclivelyetucating-custgmers an et SipSigene: =

This requires proper attention to maintaining water suppiyeiafstartes e . Fevest0 d ustomers in managing their water use =

to rapidly rectifying any identified cause of water loss where it does occ PV e U CUS tO e oA P oW et e | e
There are therefore obligations on both water corporationsandetustamers————phhoatomsns Btmg-this guideline) relating to high —
under this guideline for avoiding and minimising water ¥8 WATEr USAZE. e e H

e Activelya

HORsaiaa O LLLOaNCcCe T Do

[] Appropriate leak detection processes;

o Referral of customers experiencing hardship or other difficulties that
may arise to other appropriate support agencies o s-where

'__
x
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c
]
=
o]
L
=]
=
Q

guideline.
A water corporation may notify customers of potential high water usage g E
anomalies where these are . If so ificati

as soon as possible.
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The emergence and ongoing development of digital metering and associaj
detection and analysis technology may enhance water corporations’ ¢
for detection and notification of high usage anomalies in the future
these technologies and their application in practice are not yet s
well developed to provide reliable and systematic identificatiog
high water usage events. Future reviews of this guideline shg
implications of further developments and advances of suc

ants, there is an obligation to promptly report a
D the owner/managing agent such that leak rectifica-
bly be undertaken by the owner/manager within two

ust act to ensure that a leak is rectified within two
jate manner that meets current plumbing stan

4.2 Customer Obligations ich water usage rebate enquiries under this

Customer obligations under this guideline include: ater usage notification received
¢ Property owners must ensure that the property’s wa

ture is maintained in good working order. This inclu
a timely manner to conserve water and reduce pote
advice, see EWOV’s website for information about idé
high water bills and leaks.

hich identifies the

e The occupier of a property is liable for the costs of all wa
occupied property, in accordance with sections 273A and
Act 1989.

e The owner of a property is liable for the costs of all water supp
non-occupied property, in accordance with section 273B of the /8
1989.

e Where the occupier of a property, or the owner of a non-occupied prop-
erty, is notified of potential high water usage by the water corporation, or
identifies high usage themselves from an issued water bill or some other
means, that customer must:

o Act reasonably to ensure that any leak from a property’s water supply
infrastructure is rectified within two weeks of such notification or identt
fication;



SEW.0001.0001.5004_0011

4.3 Bill Rebate Application Process

Applications for high water usage bill rebate enquiries erehensais-ci
be made in any way that is mutually agreed between thecustomeram
corporation. Enquiries should be initiated promptly bytustomers-asseen-as — .

S 3N apnron 2 bill reba ea men S aIEENIiaTATAMIaMNATMEIAIAMoWAY &

high water usage has been notified or otherwise identiffee® ensure this-ericetine =
that any leak or other cause of water loss is identified a-n-d-m i—

e T IO C-C LIS L0 ertne carculated bill rebate adms:me... that— T

required two week timeframe. Initial contact for enquigEsshont > V)

through the most convenient existing channel (e.g. as ouﬂlnea on the wates
corporation’s website), including:

—_—
e Telephone; ———— ——— -
i _— Dt enate-rerests it BT TO"0OTTC rEeRa+e=aVve —
e In writing; - 0 Reiteration-ofthetitamarsob 2
e Web portal contact or forms. —— T T T —T— —————er

Applications will be assessed by water corporations and=theomtcozes — e
communicated to customers within 10 business days. HEatswit-be-based associated-appropriate-ai gencies-orp ESSE
on assessment of the requwed relevant information, cirCRRSERTES aNl——— e =Proce mm offered to.the

red by this guideline as part of the water corposation‘s

accordance with their obligations as outlined in section 5.1 of this guideline.

hardship policy.
If a property leak has not been repaired following consultation withthe— o ==

water corporation, the water corporation may issue a

leak pursuant to Section 150 Notice to Repair and Section 151 Notice of

Contravention of the Water Act 1989. No bill rebate adjustment will be ——

considered until the leak is repaired. e ————
—

Gudeor Unex IrI )@

|
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5. Estimation of Unexplained High Water Usage and Lea};

The following outlines a process for calculating water bill rebates for eligijg
unexplained high water usage and leak (water loss) allowances:

e (in kilolitres) of water lost for eligible water loss
s follows:

1. Only one water bill rebate will be offered per customer, per pr
five year period for eligible water loss events.

where:
er use measured over the high usage period

One claim can be made for either a single leakage even and
unexplained high usage event within a five year periog
a leakage event and an unexplained high usage event

within a five year period.

er use volume for the equivalent period

ears of relevant historical data where
e method)

2. The calculation of water bill rebates for eligible wat
on:

¢ Estimating the volume of water lost over the rels

This is calculated as the difference between the hij
sured over that period and the estimated average
over the equivalent period.

¢ Providing a reduction in the volume of water use charge@
tomer equal to 50% of the estimated volume of water lost. ing this volome
i the
¢ Capping the maximum water use charge bill rebate offered at $2%
¢ If a volumetric sewage or waste disposal charge is applicable, providing
a 100% reduction in these charges associated with the full estimated
volume of water lost.
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5. Where the water supply charge rebate calculated JHOEESEE] S AExceEe——0o
$2,000, the rebate offered will be capped at $2,008

rl

6. If a volumetric sewage or waste disposal charge is appi
rebate will be offered equal to the full volume of estimated water Iq
(defined as VWL above) multiplied by the applicableSeasora-and
discharge factors and by the applicable per kilolitr

7. To ensure that any potential impacts of an eligible watelo
more than a single billing cycle can be handled withasacsingle reah
application:

e The water corporation will assess the impacts of the oL locc

on the previous bill and on the next bill, as wellasenthe cutLen A

e Where this assessment indicates that the wate
ed, or will impact, the water use charged to the
billing cycles, any assessed water use reduction=28 iated tes——

may then be applied, as appropriate, to up to t@m&h w T
periods over the water loss event; i -

: » A f —g—
e The consecutive billing periods used for the rebate-adjustmentwit-be——r v - =
chosen to give the best outcome for the custonprm— [/ S

8. The total bill rebate offered will be calculated as the sum of the water -
supply charge rebate (under steps 4 and 5) and th
disposal charge rebate (under step 6) over the full estmated water loss
period (covering up to two consecutive billing cycles).

| | I Guid
i
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6. Other Recommendations

e Each water corporation should ensure that its own internal policies,
processes, systems and procedures are consistent with its obligatiog
under this guideline and with the guideline’s overriding intent, g
and objectives.

fleline remains useful, relevant and helpful for both
d customers into the future, the guideline should be
iodic review at intervals of no more than five years.

his guideline should actively consider the
2velopments and advances in digital metering

e anomaly detection and analysis technology.
pts of whether and when there may be scope
jcation of such technologies to enhance
goge anomalies and hence to further

¢ With the adoption of this revised guideline, it may be oppg
water corporation to undertake some level of review of j
es and procedures. This will ensure consistency and t
procedures support appropriate implementation of t
and its clear and accessible communication to custo
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VicWater

BETTER TOGETHER

Developed by a working group established under the IWA Customer Service Special Interest Group. The working group comprised representatives from the customer service

teams of Victoria’s Urban Water Corporations as well as from the Energy and Water Ombudsman (Victoria) (EWQV) and the Essential Services Commission (ESC).

Development of the guideline was coordinated through the Victorian Water Industry Association (VicWater).
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