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Strong support for the 3Cs 
model

Big departure from IPART’s past regulatory 
approach and process

Relies on genuine and meaningful engagement

Our responsibility and our challenge to do this well, 
capturing service levels, customer experience and costs 
– the customer value proposition



Delivering customer value aligns with 
our strategy



We’ve started talking with customers 
about the 2024 proposal

6 x listening post workshops across each LGA with 20 people each

6 x focus groups with 15 people each

Interviews with our Customer and Community Advisory Group

External stakeholder interviews

Phase 1: Asking customers about the outcomes and 
experiences that matter most

Phase 2: Using a mix of techniques to test priorities, 
outcomes, experiences and willingness to pay

Phase 3: A deliberative forum format, using internal 
and external presenters – develop and agree a suite of 
customer outcomes



A fundamental shift for the 
Tribunal, Secretariat and the 
regulated water businesses

A new framework for the regulator and the 
regulated

New model, first round, no 
precedent 

Best shot at our best offer – refine 
and improve over multiple reviews
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