Service levels

The primary purpose of Central Coast
quality drinking water services as well asenvironmentally and socially responsible
sewer services and stormwater drainage services in an economically sustainable
manner

Council operates within the legislative and compliance framework to deliver
services according to Gulwbligaiohsihydewelbpmng t
policies, procedures, systems and mechanisms

Council ensures safe, reliable and affordable services and quantifies its service
output levels by a series of measures associated with quality, customer
complaints, main breaks and failures, service interruptions and management.
Council undertakes extensive risk assessment and risk management measures to
safeguard its assets and continuous services

Council is a customer-centric service provider

Council recognise water as a preciots resource and continue to undertake water
conservation measures.
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Central Coast Council(Council) is unique in that its water, sewer and stormwater drainage
services aredually legislated by the Water Management Act (WMA) and the Local
Government Act (LGA). It is a Water Supply Authority that resides within a Council.

IPART is responsible forsetting the maximum prices for monopoly services supplied by
Counci | Seweragaandstormwater drainage services.

Governance forCouncild s  wsetvezand stormwater drainage services is achieved by
attaining 0 Rgskated b thealoctaliGaveriment Act (LGA) and reviewed by the
Department of Primary Industry and Environment (DPIE).

1.1 Reporting service levels and performance

As a means of evaluatingCouncil service level efficiency, this Technical Paper provides an
overview of performance indicators in comparison to previous years and to other major
utilities. It aims to focus on the highlights of Councild performance on water, sewer and
stormwater drainage. As one of the major stakeholders, IPART ighe recipient of the majority
of C o u n gerforamnce reports, most of which are publicly accessible.



National performance reports benchmark the pricing and service quality of Australian water
utilities. Indicators include water resource supply and usage, financial operations, bills and
pricing, assets, water quality compliance and customer performance.These reports support
commitments under the National Water Initiative (NWI) and are published annually and
prepared independently by the Bureau of Meteorology (BOM), State and Territory
governments, and the Water Services Association of Australia WSAA)

Council regularly reports and publishesits results as aregulated monopoly water, sewer and
stormwater drainage service provider for the Central Coast local government area. These
reports cover a wide range of performance indicators:

1 Council provides data annually to the Department of Planning, Industry and
Environment-Water (DPIE) The data is then forwarded to the Bureau of Meteorology
for publishing in the National Performance Report (NPR)(Figure 1). The NPR datais
useful for comparing Council's service levels and efficiency to other urban water
utilities in Australia, and over time.

1 The NSW Environment Protection Authority (EPA) receivesn annual return that
details performance for each of the Environment Protection Licences (EPLsCouncil
provides data to the National Pollutant Inventory (NPI)on the loads of specific
pollutants to the environment discharged under its EPLsThe public can access the
output data via the EPA's website.

1 Council provides drinking water samples for independent analysis by NSW Health
Forensic and Analytical Science Service (FASS)Vater quality monitoring results are
uploaded onto a NSW Health database regularly. Council is contacted for
investigation if results fall outside Australian Drinking Water Guidelines values.
Council publishes an annual summary of the Central Coast drinking water quality on
its website. https://www.centralcoast.nsw.gov.au. An annual report sent to

shareholders and delivered to the Parliament of New South Walesis also availableon
C o u n avebkité. s

The National Performance Report (NPR)

The National Performance Report (NPR) Urban Water Utilities is produced annually by the
Bureau of Meteorology. It summarises the performance of utilities and Councils (utilities) as
well as bulk water authorities to deliver urban water services to more than 20 million
Australians. In conjunction with the Council of Australian Governments' agreement on the
National Water Initiative, the Bureau of Meteorology publishes the NPR using informatio n
provided by utilities through their state regulators.


https://www.centralcoast.nsw.gov.au/

BUREAU OF METEOROLOGY
NATIONAL PERFORMANCE REPORT 2019-20: URBAN WATER UTILITIES
ANNUAL BENCHMARKING OF UTILITIES

COMPARISON OF URBAN WATER USE AND COST IN MAJOR CITIES AND TOWNS

166+ 1583 23 LI

INDICATORS U YATER
— o —  YEARS OF MSITLOhllﬂ?SNAC?SS DATA IN 2019-20

PenrORMANCE REPORTING  AUSTRALIA

www.bom.gov.au/water/npr

Figure 1: Bureau of Meteorology Annual Benchmarking of Water Utilities

The NPR is split into two parts:

9 Part A contains commentary and analysis for mainindicators
9 Part B of the study includes data reported on by utilities and bulk water authorities

The 20192020 NPR is the most recent edition of the series. The NPR isa valuable tool that
allows Council to compare its efficiency and service to that of ot her utilities.

Weather, temperature, water supply, utility size, geography, population density and
regulatory environment all impact performance , making it difficult for any utility to excel in
all NPR metrics. There may also be differences in reportingmethodologies and indicator
meanings among utilities.

1.2 Risk Management

Council has developed frameworks for identifying and prioritising operational and capital
expenditure. Due to the diverse nature of infrastructure services delivered within Council, the
water, sewer and stormwater drainage business has developed an additionaltailored
prioritisation and risk management framework . Thisworks in harmony with the overarching
corporate Enterprise Risk Management (ERM) Framework.

1.2.1 Overview of the Enterprise Risk Management Framework

Council ds Corporate Risk Framewor k

The purpose of the ERM Framework is to assist staff in developing a portfolio of risksthat
threaten t he ablity®aeet its abjectices. 6 s
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ERM creates aop-down, enterprise view of all the significant risks that can impact the
organisation. Responsibility for setting the tone and leadership for ERM resides with the
Executive Leadership Team (ELT). The roleshave the enterprise view of the organisation
and are ultimately responsible for understanding, managing and monitoring the most
significant risks affecting Council.

The principles and practices of risk managementd et ai | ed i n Fawaewarkdah 6 s ERM
be applied across Council Departments, Units and Sections, as well as to specific issues,
functions, projects and activities.

Ri sk Appetite is defined as 6amount and type of
or r €l$GaGuided73:2009 Risk Management Vocabulary)t is a comparison tool that

assessa the level of an identified risk to determine if it is acceptable with current controls in

place, or whether improved controls or escalation are necessary. The levels of risk appetite

for Council are detailed in Table 1.

Table 1: Risk appetite of Central Coast Council for various categories

Level of Risk Appetite
Consequence Category Medium High
Worl, Health & Safety/Public Safety .
Natural Environment .
Regulatory/Compliance -
Reputation .
Financial -

The Risk Appetite Matrix forms part of the risk evaluation process. Once a risk is evaluated
with controls in place, it must be assessed against the Risk Appetite Matrix to determine
where the highest rated consequence falls. The risk is then evaluatedn a series of steps:

1 If the highest rated Consequence from the risk evaluation process(Table 1) is rated as
Low in the Risk Appetite Matrix: The activity can only be undertaken if the overall risk
is rated as Low.

1 If the highest rated Consequence from the risk evaluation processis rated as Medium
in the Risk Appetite Matrix: The activity can only be undertaken if the overall risk is
rated as Medium or Low

1 If the highest rated Consequence from the risk evaluation processis rated as High or
Extremein the Risk Appetite Matrix: The activity cannot be undertaken and must be
reviewed to improve controls to a level within appetite and if this is not possible,
escalated.

11



As part of the risk assessment proces, the risk is assessed with current controls in place.
Once this occurs the outcome is analysed against the Level of Risk Appetite. If the highest

rated consequence is outside the Level of Risk Appetitet h e

r

skods

contr

reviewed. If the risk cannot be lowered to an acceptable level, then it must be reported up
the management line to the Director for a decision on whether the activity can continue
despite being outside the accepted Level of Risk Appetite. The outcome is then reported
through to the ELT as part of the risk reporting process. This process is shown in the Risk

Appetite Flowchart (Figure 2).

Acceptable

The risk is
evaluated against
the Level of Risk
Appetite

Unacceptable

Can the controls
be improved to

bring the risk to
within Appetite?

Conftrols cannot
be improved to
bring the risk to
within Appetite

If the risk is
accepted
commence the

activity with
controls in place

Director/Executive
Manager makes a
decision on the

Accepted

Refer the activity
to the Director/
Exeacutive Manager

willingness to accept

the risk. The decision
is recorded in the

risk register

If the risk is not
accepted, do not
undertake
activity.

Decision
reported
through to ELT

Acceptabla:
the risk is
within the

Risk Appetita

undertake

the activity

Figure 2: Risk appetite flowchart[Infrastructure Risk Management Framework and Guideline

The water businessds key focus
1 Water leakage
1 Compliance with environmental legislation
1 Ability to manage biosolids
1 Compliance with drinking water standards
1 Sewage treatment plant (STP)capacity
9 Critical asset failure
I Unsafework behaviours
1 Mitigating flood risks and managing stormwater drainage

areas

Water , Sewer and Stormwater Drainage Gateway Approval and Business Risk

Framework

ar

e:

The Water and Sewer Directorateand Infrastructure Services Directoratehas adopted a
gateway approval process to ensure efficient and prudent assessment ofproposed capital
works. The gpproval process offers flexibility to reprioritise capital projects as new risks arise

12
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As part of the approval process, the water businessutilises a multi-criteria risk assessment
methodology across all asset classesThe risk assessment matrix is also used to assist the
decision-making process in relation to operational projects and activities. The risk
assessment tool is based on business and customer risk if the project or program was not to
proceed at the time of submission or proposal.

The assessment allows managers to review individual risks and the likelihood of those risks
occurring, to inform a decision on when and if the project, program or activity should
proceed. The key focus areas are:

=

Legal/Regulatory
o compliance

1 Health and Safety
o workforce health and safety
0 public health and safety

1 Service Delivery
0 asset condition and criticality
o levels of service
o loss of service
0 property damage

1 Community Impacts
o internal property overflows or flooding
0 community or economic disruption
o traffic disruption

1 Environmental Damage
0 cultural or heritage impact
0 general damage

9 Financial
0 repair and or clean-up costs

1 Organisational

0 reputation

Council ds combined asset manage nudaticaitygndrgkn cont ai
prioritisation for planned renewals and capacity upgrades to water, sewer and stormwater
drainage assets.Table2s hows Counc i | Ororitisatioa fkamewmork.t i cal i ty p

Water, sewer and stormwater drainage assets utilise a risk and criticality framework,
consistent with ISO 310000Ri sk Management, aligning with Coun
framework identifies the likelihood of failure (LoF) and consequence of failure (CoF) scores

applied to individual water, sewer and stormwater drainage assets. The asset overall risk of

failure score is determined as the product of LoF and CoF scoresas presented in Table 2.

13
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Table 2: Central Coast Council risk and criticality prioritisation framework

Likelihood C ] es
Insignificant Minor Moderate Major Catastrophic
Rare Low-1 Low-3 Low-6 Medium - 10 Medium - 13
Unlikely Low - 2 Low - 5 Medium - & Medium - 14 High - 19
Possible Low - 4 Medium - & Medium - 13 High - 18 High - 22
Likely Medium - 7 Medium - 12 High - 17 High - 21
Almost Certain Medium - 11 Medium - 16 High - 20

Risk Rating
Extreme

High Should net fail Unacceptable Reduce to medium or low. Pricritised action required

Medium Plan to repair Undesirable; Consider oppertunity to reduce to low, but etherwise tolerable. Planned action required

Low Plan to repair Tolerable: Manage by routine procedures

The LoF scores are driven by an estimation of remaining usefulife that considers the asset
age, material, location, function and other relevant operational attributes. The LoF score is
adjusted by recorded asset failure records.

The CoF scores combinemultiple data sources, and identify the financial, social and
environmental consequences of assetfailure. Consistently, the diameter and/or size and
capacity of the assets are significant contributor s to the CoF scores.Central Business District
areas and road hierarchy are also influential, with the addition of railway, coastal areas and
endangered vegetation layer interactions, particularly for sewerage assets

These contributing factors are all triggers for the prudent and efficient renewals and
replacement programs for C o u n avatér,8esver and stormwater drainage assets Through
focussed assessments in accordance with best asset management practices and economies
of scale, and creating and implementing these in programs, Council can deliver appropriate
services to Central Coast residents

1.2.2 Risk treatment plans and tolerance

Councild water, sewerand stormwater drainage businesshas developed a Risk Management
Framework that links to the Corporate RiskManagement Framework and is tailored to its
asset classes. Th&€CC Corporate Risk Framework has been develogd in accordance with the
AS/NZS ISO 310002009 6 Risk Management.

The risk assessmentsinder this framework will enable the Water and Sewer Directorateand
Infrastructure Services Directorateto:

1 Quantify the relative risks of the assets to identify assets that may require corrective

actions
9 Prioritise assets for renewal within an asset class
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9 Prioritise projects across asset classes
1 Report on asset risks at a corporate level

1.2.3 Infrastructure Risk Management Process
Council has adopted an Infrastructure Risk Management Framework and Guidelineprocess,

consistent with the risk management process as detailed in AS/NZS 1SO 310002009 8 Risk
Management. ThisISO 310002009 risk management process is illustrated in Figure 3.

Establish the Context >
Y
Identify Risks
Monitor &
Review
\ 4
Evaluate Risks

v >

Figure 3: Risk ManagementProcess(adapted from ISO 31000

Communicate
& Consult

O OO\

The basic parameters and steps forCouncil® Infrastructure Risk Management Framework
process are:

1 Scope: Identification and evaluation of asset risks andimpacts
Risk criteria: Criteria used for analysing asset risks
1 Risk assessments: Linear risk assessments to be completed with GIS and discrete

=

assets will be completed using an MS excel spreadsheet

1 Identify risks: Ongoing task. Systematic identification of risks

1 Analyse risk: Process where causes, consequences and the likelihood of these
consequencesare analysed, along with any existing control measures used to
minimise risks

9 Evaluate risks: Decision on risk treatment and priorities

=

Treat risks: Identifiation of a range of options for treating risks

I Monitor and review: Ongoing task to ensure the risk management cycle is repeated
regularly

1 Communicate and consult: Dialogue with stakeholders in a consultative manner

throughout all stages of the risk assesanent.
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TECHNICAL PAPER 2 CENTRAL COAST COUNCIL

The Infrastructure Risk Assessment Proces@-igure 4) describes the 12 stepsrequired to
undertake an assetbased risk assessment.

Risk Identification

Failure History Condition Rating

Likelihood of Consequences of
Failure Failure

—> Risk Assessment |¢—

1 l

Risk Evaluation
Asset Lives Risk Acceptable?
IN
Add Controls and
Action

Post Treatment
Risk Assessment

|

Monitor and
Review

|-<

Figure 4: Infrastructure Risk Assessment Process
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2 Customer experience

Counci &t er and Se we2018BtrategicBusmess Rlaaidtimes its key
focus as providing valuable services that strengthen and support the Central
Coastcommunity through four major areas, (a) energised and compassionate staff (b)
an agile and resilient business, (c) effective and efficient service delivery and (d) genuine
partnership with the community.

Couneinlg@dgement f ocus i Goundilaimsta falfihigsrcustoneenpromisec 6 .
of delivering consistent, simple and effortless engagement, and continually aspire to improve

by listening and responding to the needs of the community. Council values customer

feedback acrossmultiple channelsto improve its services.

This section briefly highlights four customer surveys that qualitatively and quantitatively
gauged the productivity of C o u n @dmmdngy partnership:

Central Coast CouncilCustomer ExperienceSurvey 2020

Community Feedback for IPART Submissior2021

IPARTWater Utility Customer Satisfaction Survey 2020

Water Services Association of Australia National Customer Perceptions Study 2019

=A =4 =4 =

C o u n @apptodclsto customer interactions, customer participation and perception of its
overall performance, is presented in our Technical Paper 1,&ngaging with our Customers
and Community © This paperanalyses the results of a study conducted with the following
objectives:

1 To determine customer satisfaction with current operations

1 Toidentify customer preferences for future water and sewerage projects and services

1 Togauge support for Council determining the drainage charge and issuing this
charge through general rates

1 To measure support for all Council residents contributing to the funding of drainage
infrastructure

9 Toascertain supportlevelsfor6 scarcity pricingd (altering wa
times of drought)

f Toascertain support |l evels for &éprice alignmer
sewer services for all Council residents and businesses)

In 2020, Council added deliberative forumsto its existing suite of community

engagement tools. These have been well received and deliverednformative results,
representative of the Central Coast community.
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Through analysis and consultation, Council has identified eight customer personas which
depict Counci | @sundieyducted ahgagemenets help shape its pricing
submission, including a structured residential survey, website survey via ouronline Your
Voice Our Coastconsultation hub, and engagement specifically targeting our business
customers. More than 1250 individual respondents have informed C o u n wndérsiasnding
of community priorities for water and sewerage services.

Customers can contact the Council regarding their water, sewer and stormwater drainage
services any time.Complaints, requests, service callsand emails are attended continuously to
meet the customer needs, ensuring public health and environmental protection.

2.1 Monitoring , triage and customer request management

Water, sewer and stormwater drainage are essential services, making the Directorates that
manage these servicesunigue in provision and monitoring to fulfil community, regulatory
and environmental obligations .

The Water Operations Centre(WOC)was established in 2019 andis the sole location where
Central Coast water and sewe systemsare monitor ed 24 hours a day, seven days a week.
Counci I-hbws hatling igused to respond to emergency stormwater drainage requests.

The objectives of the Water Operations Centre and after-hours hotline are to:

f Reducebusinessr i sks associated with ,eeqwerandt i on of
stormwater drainage assets

1 Reduce work health and safety risks

1 Reduce environmental and public health risks and associated potential regulatory
action

1 Reduce risk of customer impacts e.g. throug h water discontinuity, sewer overflow

events and property damage

Improve the efficiency of water, sewer and stormwater drainage operations

Reduce financial cost of operations and maintenance

Proactive management of water, sewer and stormwater drainage networks

Improve customer service including response times and outcomes for customers

Improve regulatory reporting

=A =4 =4 4 A

The Water Operations Centreand after-hours hotline work to:

9 Provide a greater level of support to Water and Sewerand Stormwater Drainage field
staff
1 Allow management of lone and fatigued workers, particularly after hours
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1 Provide a more consistent level of service to our customers across the Central Coast,
particularly after hours

9 Provide consistent monitoring, management, and response for infrastructure failures
(civil, mechanical, electrical and telemetry)

1 Manage scheduling and recording of reactive works and the utilisation of resources,
particularly after hours

9 Proactively manage water, sewer and stormwater drainage operations to reduce the
number of incidents and response costs

1 Respond rapidly to natural disasters and emergencies.

In addition to the establishment of the Water Operations Centre, IPS was introduced to

water, sewer and stormwater drainage in 2020 with one-way integrationtoCX (Counci | & s
Customer Request Management System). This is contributing to a more stream-lined

approach to resolving customer issues.The planned 2021 expansion tointroduce field

mobility with IPS Field Inspector will further streamline the process of resolution of customer
requests.

Council is planning to further improve customer request management with the proposed
implementation of a specialised call centre in the Water Operations Centre in 2022-23.

2.1.1 Telemetry

The water and the sewer networks have numerous alarms established on key infrastructure
that are trigger ed in the event of asset failure. SCADAIs used by the water and sewer system
controllers to facilitate remote control of key equipment within the water and sewer network.

Remote telemetry is alsointegral to stormwater drainage service provision as a Flood
Warning System, particularly in critical flood sensitive areas The telemetry automatically

records rainfall and water levels (including monitoring of declared dam stormwater basins ) to
signal early warning notification s and assistcalibration of the floodplain model.

2.1.2 Triage

All water and sewer responsive work is identified by either the community or SCADAand
allocated a priority by the system (Table 3).

Council is continually seeking to improve our triag e process to ensurethe delivery of value-
for-money services to our customers.
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Table 3: Prioritisation matrix for responsive water, sewer and drainage asset repairs

Priority
Priority 1
Emergency

Immediate attention

required - same response

business hours and after
hours.

Immediate safety issues,
structural property
damage, direct adverse
environmental impacts.

Complete failure to
maintain continuity or
quality of supply to a
group of customers
or to a critical user at
a critical time & same
response business
hours and after
hours.

Complete
failure/major failure
to contain sewage
within the sewer
system or any
problem affecting
many users.Includes
environmental impact
away from source,
sewage leaving the
site / in water course
/ drainage system.

Drainage

Complete failure to
maintain flood
protection or
adequately control
stormwater runoff,
exposing a group of
customers or a critical
user at a critical time
to a high risk / unsafe
situation d same
response business
hours and after hours.

Priority 2

Urgent

More prompt response
during business hours,
may defer after hours
jobs to first thing next
working day after triage .

Failure to maintain
full service or quality
of supply to a small
group of customers.

Failure to contain
sewage within the
sewer system or any
problem affecting
several users,
resulting in blockage
of sewer branch line,
wet weather
surcharge.

Major failure to
maintain flood
protection or
adequately control
stormwater runoff
with potential for a
moderate or
sustained impact on
customers or the
environment.

Priority 3
Non -urgent/ routine

A water leak that is
not affecting supply o
continuity of water
quality or a non-
urgent fault, with
minimal effect on
customers or the
environment.

Non-urgent fault,
outstanding
restoration work,
minimal customer or
environmental
impact.

Minor failure to
maintain flood
protection or
adequately control
stormwater runoff
with minimal,
localised or short
duration impacts on
customers or the
environment.

Priority 4
Low priority

Visual impacts only or
minor system
performance loss.

Visualimpacts only or
minor system
performance loss.

Visualimpacts only or
minor system
performance loss.
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2.2 Customer experience measurement

Council engage annually with its customers through its Customer Experience surveyThis
assiss in identifying risks and opportunities, decision making and strengthens community

and customer relationships. The 2020 Customer Experience surveyaimed to:

Identifyt he communityos
Examinecommunity perceptions of Council

= =4 =4 =4

over alQo U nrepedbidasxé

sat

Determine satisfaction levels with current services and facilities within the community
Identify methods of communication and engagement with us.

Customer experience data was collectedin 2020 via a telephone survey to 606 households.
Respondents rated their perceptions on a scale of 1 to 5, as presented in Technical Paper 1.

Council participated in the Water Services Association of Australia National Customer

Perceptions Study 2019. This survey sampled 9,795 customers obehalf of 35 Australian and
New Zealand water utilities. It was our first year of inclusion in the survey with results helping
to establish a baseline for improving customer satisfaction across survey metrics. The WSAA
survey focused on four key metrics from a sample of more than 400 Central Coast residents.

Metrics were measured on a scalefrom 6 (od strongly disagree to 6 1 foréstrongly agree.

Council rankings for the four-key metrics were, 5.7 for Value for money, 5.7 for Community

reputation, 5.7 for Trust and 6.2 forOverall satisfaction (detailed in Technical Paper 1)

IPART commissioned a water utility customer satisfaction survey in 202021 as a
benchmarking exercise to establish performance indicator metrics for customer service. This

survey included Central Coast Council, Hunter Water and Sydney WaterTable 4 compares

customer perception of Council, Hunter Water and Barwon Water in Victoria.

Table 4: Extract from IPART water utility customer satisfaction survey results 2 Oct 2020

Customer satisfaction indicator Hunter Central Barwon
Water Coast Water
Council
(Average (Average (Average
over last over three over last
year) surveys in year)
2020-21)
How would you rate your water / waste water provider on 6.2 5.8 6.7
delivering value for money?
How would you rate your trust for your water / waste water 6.8 6.0 71
provider?
How would you rate your water / waste water provider's 6.8 5.6 72
reputation in the community?
How would you rate your satisfaction with your water / waste 6.9 6.1 73

water provider as a service provider overall?

Note: Hunter Water and Barwon Water's results are the average of results obtained from surveys undertaken in June 2020,
August 2020, November 2020 and February 2021. Central Coast Council's results are the average of results from surveys

undertaken in August 2020, November 2020 and February 2021.
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A reputable research company, Woolcott Research,conducted a surveyto quantify the

customer expectations and perception of Council services (Community Feedback for IPART

Submission, April 2021). A broad cross section of community members provided their view
on future priorities for water and sewer services performance satisfaction with various
aspects feliability of water supply, water quality, water pressure,sewage overflows, response
time, drainage, etc.) and pricing.

2.2.1 Customer Charter and strategy

Our Customer Charter sets out our commitment to our customers. Severaldocuments guide
our interactions with customers and the community (Figure 5).

Council believe customer service is the responsibility of everyone within the organisation.

Consequently, our Customer Charter is supported by our Customer Experience Strategy,

placing customers at the centre of everything we do.

What is our Commitment?

1

We are approachable

U Itis easy to interact with us & we are friendly, helpful and treat everyone with

respect

We are responsive

U We respond quickly and provide updates along the way
We are clear and consistent

U  We provide customers with easy access to information across multiple channels
We are collaborative and engaging

U0 We build customer relationships and
We are safe and responsible

U  We consider community concerns and viewpoints when making decisions
We are invested

U  We work in the best interests of the community .

What does success look like?

Delivering the commitments to our community made in the Customer Charter means:

\Y

< <K <K<KKLK KL

We answer calls to the Contact Centre within two minutes

We respond to urgent issues within one business day

We respond to non -urgent issues within five business days

We respond to private social media messages within four hours

We keep customers and colleagues updated

We record our interactions in the Customer Information System (CX System)

We track our performance, identify opportunities for improvement and celebrate success.

S €

Figure 5: Central Coast Council Customer Charter

22



2.2.2 Water, sewer and stormwater drainage customer requests

In total, Council water, sewer and stormwater drainage businessesreceive more than 15,000
to 20,000 calls per annum.Table 5 compares customer call numbers in 2018-19, 2019-20 and
2020-21. Most of these are by phone, however Council also has service centres at:

Erina Library

Gosford Service Centre
Lake Haven Libray
Tuggerah Library

Woy Woy Library
Wyong Service Centre

= =4 =4 4 4 =

Table 5: Total Water, Sewerand Stormwater drainage customer calls

Service 2018-19 2019-20 2020-21 (see note)
Water 11832 15189 12837
Sewer 3329 4544 4628
Stormwater Drainage 252 183 182

Total 15413 19916 17647

Note: 2020-21 number is forecasted (March 2021 figure annualised)

Approximately 38% of all customer calls receivedrelate to meter issues. In response Council
has a meter replacement program based on the age of the meter (greater than 9 years old).
In 2019-20, Council replaced more than 20,000 meters andthis is ongoing. Meters are also
replaced as required when the meter reader identifies a fault.

2.2.3 Complaints

Council delivers a diverse range of services to our residents, community partners, visitors,
government agencies and businessesDespite its best efforts and intentions, sometimes
customers are unhappy with the standard of service delivered. Council actively encourages
all feedback from the community and is committed to managing responsesin a timely,
respectful and appropriate manner, ensuring value-add.

Community feedback gives Council valuable insights into service standardsthat meet
cust omer &isns,erxXaf te detivar, and where improvements are required.
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Effective management of community feedback informs C o u n camimifiment to continuous
improvement. It also enhancesC o u n c¢eputafios and performance in building strong
connections within the community.

Customer dissatisfaction with a service or product will often lead to complaints. As National
Performance Report (2019 -20) articulates,a complaint can be a written or verbal expression
of dissatisfaction made about an action, a proposed action or a failure to act by the water
utility, its employees or contractors.

C o u n cConmplaists and Feedback Management Policy[CCCO012, July 201pincorporates the

principles of the Australian / New Zealand Standard: Guidelinesfor Complaint Management

in Organisations (AS/ NZS 10002:2014) and the NSV
Framework (2015).Figure6s h o ws C 0 u n-stdp tofnplaint nhanagesnent approach.

C o u n cConmplaists and Feedback Management Policyaims to:

1 Enhance public confidence by creating an environment that encourages feedback
and complaints

Ensure complaints are managed in a timely and equitable manner

Recognise the needs and expectations of the complainant

Provide a transparent, accessible and effective complaints process

= =4 =4 =

Provide a system that can be used to analyse, evaluate and audit complaints and their
outcomes to deliver quality improvements

1 Supply a mechanism for reviewing the effectiveness and efficiency ofour feedback
and complaint management practices and outcomes.

O )

Step 3
Analyse customer

Step 1
Facilitate

Step 2

Respond to feedback to shape

Complaints Complaints and improve

Council services

-

Figure6: Co u n c {istepdcemplaitit ane feedbackmanagement (adapted from NSW Ombudsman 2015)

The Water and Sewer Complaints Management Framework CCC, 2018 has adopted a tiered
approach (Figure 7) consistent with the corpo rate Complaints and Feedback Management
Policy (CCCO012)Complaints are categorised into three key areasshown in Table 6.
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If the complaint cannot be resolved within Council, the
complainant may be referred to an outside agency such
as the MSW Ombudsman, the Office of Local Government
orto an alternative dispute resolution provider.

If the complainant remains dissatisfied then escalation
may be appropriate for review or investigation. Sensitive
Complaints are managed at this level.

Frontline response and resolution by customer service
staff or referral to the most appropriate person, unit or
agency. CQur aim is to handle the majority of complaints at
this level.

Figure 7: Threetiered approach for complaints management(Draft Water and Sewer Complaints Management
Framework CCC 2018 (adapted from NSW Ombudsman

Table 6: Tier 1, Tier 2 and Tier 3 complaint management approach
Framework: Tier 1 - Front line complaint handling where every attempt is made to resolve the
issue at first point of contact.
Tier 1 (a) Resolvedd Customer Contact can Tier 1 (b) Unresolved fa Dispatch Action &
resolve the complaint Customer Contact can only explain to a point

Example:Customer rings regarding water quality | Example:Customer has a taste or odour
(e.g.discoloured water).Customer Contact can complaint related to drinking water, or there is a
answerthis is due to a main break or high levels | sewer odour that needs investigationthen the
of manganese orcontractor negligence. The complaint is unresolved but requires an action.
question can be answered at first response and | These types of complaints may require a standard
the customer ishappy. No further action required. | response which will be handled by either a
dispatch or technical officer.

Framework: Tier 2 - Where resolution cannot be achieved within the first tier and a further review,
the issue is escalated to a more senior officer and/or complaint review specialist for technical and
procedural investigation.

Tier 2: Complexd These complaints can be technical in nature, require investigation and in some
cases a written response.

ExamplesThe calls may be associated withifhancial hardship, insurance claims, public health issues
or pollution incidents. Thiscomplaint cannot be resolved at first response Tier 1 and may be
immediately classified aTier 2 complaint.

Framework: Tier 3 - The issue cannot be resolved within Counciland leads to external referral.

Tier 3: External Assessment required to resolve certain complaints. A outside agency (NSW
Ombudsman, Office of Local Government, etc.) will be engaged.

Some actual examples of Tier 1 and Tier 2 complaints are listed in
Table 7.
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Table 7: Some examples of Tier 1 and Tier 2omplaints

Tier 1(a) Resolved Complaints examples

I have discoloured water
There is no water
The boat ramp is closed due to a sewage pollution incident

Tier 1(b) Unresolved and Dispatch Complaints examples

I have discoloured water and my clothes are stained

I have run a tap and the water is brown/black

My water is discoloured

Taste- the water tastes like chemicals

There are weeds growing all around the pump station
There are workers making noise

The water smells

The water seems to have highchlorination

The pump station is noisy and smells

Odour e.g. Bateau Bay treatment plants is very smelly
Trade waste odour

I have low water pressure

I have no water and was not advised

Tier 2 Complex Customer Complaints examples

lliness (I havebecome ill from drinking the tap water)
Plumber reimbursements

Capital works (When will this work complete ? It is ruining my business.)

Asset odour
Asset performance

Water quality (taste, colour, pressure) e.g. the quality of water is killing my fish/plants

Pollution
Reimbursement (sewerage has gone all over my garden furniture)

Why did you remove my BBQ when doing work on the pipes in my backyard?

Financial hardship
Water rebates

Complaints received by various waterand other utilities can be benchmarked by normalising
the data. The number of water and sewer complaints per 1,000 properties is reported to the
National Performance Reporting (NPR) The total number of water and sewerage complaints

per

1,000 propert i es custemensatisfacios and @eratidbnal a

performance.

Figure 8 shows that the number of complaints received by Council in 2019-20 was

ut i

significantly higher than previous years. Year 201920 was a challenging year withdrought,
bushfires, algae blooms, a major flood and the pandemic. Section 3 of this Technical Paper

discussesseveral output measures for performance indicators including the number of

customer complaints.
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Number of water and sewer related customer complaints per 1000 properties

Yarra Valley Water Corporation
Urban Utilities

TasWater

Sydney Water Corporation
South East Water Corporation
lcon Water

Hunter Water Corporation

City of Gold Coast

City West Water Corporation
Central Coast Council

Barwon Region Water Corporation

0 2 4 6 8 10 12 14 16 18
m2017-2018 2018-2019 2019-2020

Figure 8: Total number of water and sewercustomercomplaints over three reporting yearsin major utilities (NPR
2019-2020)

2.2.4 Customer service in the field

Counci | 6s wafield officasract at she fwost fine in customer service delivery,
undertaking a range of planned and unplanned work. Customer perceptions of the response
time to fix service interruptions is a good measure of C 0 u n custbn@esservice in the field.

InC o u n 2021 cddistomer survey (Community Feedback), the customer experience
(measured by satisfaction) regarding C o u n dieldIstafsimplies a positive perception,
especially in regard to unplanned interruptions. Figure 9 shows customer satisfaction with
Co u n criéspodse time to fix interruptions. While satisfaction levels varied between 38%
(amongst the small to medium sized businessrespondents) and 46% (amongst the
residential d structured respondents), it is important to note that there was little
dissatisfaction expressed in relation to response times which only varied between 3% (for
the small to medium sized business respondents) and 8% (for the residential d Council Your
Voice Our Coast (YVOC respondents.
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m Don't Know

H1-Low
Satisfaction
2

%

3

m4

W5 - High
Satisfaction

Residential - Structured Residential - Council YW OC SME Total
(n=429) {n=578) (n=109)

Figure 9: Satisfaction with Response time to fix interruption§Community Feedback for IPART Submission April
2021)

2.2.4.1 Compliments in the field

Some examples of customer compiments received by Council are presented in Table 8.

Table 8: Some examples of customer comphents

]
o

Thank you for outstanding work yesterday
Thank you it alickly,nguohta ppaoretce chtwaroy qu
Crews were brilliant anhdr pcodgrissi omati haw
I woul d |dounalfotfiging bur leurstkwater pipe today. Today the contractors
connected our water to the new mains, we are very grateful for this. However, after finishing

1 1 [
o O O

their work we still did not have water, so we phoned the Council, they came out about 6pm. I
turns out our pipes had rocks in themwhen council came out the problem was badand

more help required. The water main burst
fantastic.
- ol live in Umina and for year s vwlgthelceuncedhad a

undertaken works in the area to reduce the flooding and | would like to just say thank you.
We have had a lot of rain over the past few daysand we have not had an issue with flood
water. | know the Council gets hammered with complaints, but | thought it appropriate to say
thank you. This result from the undertaken works has had a huge impact on our lives as
before with heavy rain we couldno6ét get ou
in the flood waterod

- 01l hadndBemd domeaout from Council today to sort my problem with a leaking water
meter and | was very impressed with their cando attitude and their overall work ethic.
Council should be glad to have employees of this standard. It's the first time in a long tim |
have been able to get something sorted wi

- OA customer called to express t hei r.The officere

who attended was so pleasantéd
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2.2.5 Planned Interruptions

Often there is a requirement to isolate supply to customers for a period of time, mainly due
to laying new mains or repairing existing ones. Council understands this causes an
inconvenience to customers and attempts to minimise disruption. Council considers its
critical customers (hospital, doctors etc) and its major water users and tries to avoid high
usage times.

Council endeavours to keep its customers engaged in various ways including:

9 Letterbox drop to inform customers of shutdowns

9 Placing Variable Message Boardsin high visibility if more than 200 homes will be
impacted and posts notifications on Facebookand Twitter.

1 Updating C o u n avebkité with detailed interruption information

2.2.6 Unplanned interruptions

Unfortunately, unplanned interruptions occur from time to time and are normally associated
with broken mains or servicesand pump station power loss. Unplanned disruption to service
is categorised as a high priority, and every attempt is made to be on site within two hours (if
deemed emergency) with a rectification time within five hours. Unplanned outages
associated with a water main often require digging up ground surfaces and require
remediation of the site to ensure safety. Council endeavours to perform full site restoration
work within ten business days.

Figure 10 shows the unplanned outages of large utilities since 2017-18. Council had

significantly lessinterruptions than well -resourced Hunter Water and Yarra Valley Water, and
notably lessinterruptions than Sydney Water.
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Number of unplanned water supply interruptions per 1000 properties

Yarra Valley Water Corporation
Urban Utilities

TasWater

Sydney Water Corporation
South East Water Corporation
Icon Water

Hunter Water Corporation

City of Gold Coast

City West Water Corporation
Central Coast Council

Barwon Region Water Corporation

50

100 150

m2017-2018

2018-2019

200 250

2019-2020

300

Figure 10: Total number of water supply interruptions over three reporting years in major utilities (NPR 2012020)

Council endeavours to keep its community informed regarding unplanned and planned

outages using both social media and its website (Figure 11 and Figure 12). Council® website
in the preceding twelve months has had 21,250 views, as well as50,547 Facebook followers.

Water service interruptions

For current updates on water service interruptions, please monitor the Central Coast Council Facebook page.

Unplanned service interruptions

Suburb Date Time
KILLCARE 24/05/2021 1:45pm -
10:00pm

Planned service interruptions

Suburb Date Time
Tuesday

TUGGERAH 20/(?4!2021 Two
until Months
20/06/2021
Tuesday
20/04/2021 R

MARDI e
until Months
20/06/2021

Issue Type
Water
QOutage

Issue Type Details

Operational
Change
Reservoir

Operational
Change
Reservoir

Details

Water Main
Break

Properties
affected

Properties

Notes
affected
Beach Rd Crew on
site
Notes

+ Residents may notice an
increase in water pressure,
discoloured water. This is normal
for this type of process and
Council assures residents that
their water will remain safe to
drink

+* Residents may notice an
increase in water pressure,
discoloured water. This is normal
for this type of process and
Council assures residents that
their water will remain safe to

Figure 11: Community notification of unplanned water service interruptions
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Central Coast Council @
aJune-Q

NOTICE TO RESIDENTS: A water main break has occurred between
Wallarah Road, Gorokan and Lake Haven Drive last night 7 June,
9:30PM impacting 50 to 100 homes.

Council crews responded immediately and are currently onsite
warking to resolve the issue. Our primary concern is minimising
disruption to our community while we investigate the cause.

Water restoration time is not yet known. We apologise for any
inconvenience and will keep you informed of any changes. ... See
more

WATER OUTAGE

Figure 12: Community notification of water outage

2.2.7 Customer billing

C o u n avatdr Bilking is performed quarterly in a simple format. Council also presents
average daily usageso customers can compare their water consumption.

Council offers customers eNotices for those who prefer electronic billing , as well as
hardcopy. Customer payment options include:

Direct Debit
Online
Telephone
BPAY
Centrepay
Post

In Person

= =4 =4 4 4 -4 4

Pensioner rebates

Council provides eligible pensioners with rebates on their water account. If eligible
pensioners are joint property owners with non -eligible people, a proportionate rebate is
provided, or if their eligibility changes during the year. Up to $43.75 per quarter is applied to
their account, to a maximum annual rebate of $175 each year.
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Hardship assistance
Customers experiencing difficulty paying their water account on time receive hardship
assistance and a personalised payment planCustomersare considered for hardship

assistanceif the property incurring the rate is:

1 The principal place of residence (home)or

1 The principal place of residence of your dependent who is also suffering genuine

financial hardship or

Owned by an aged pensioner and is vacant whilst the ratepayer is in shortterm care

Depending on needs, Council can provide customers with:

1 Payment options, including help to set up weekly, fortnightly or monthly direct debits

1 Personal payment plans to help pay off overdue rates at the same time as addressing
future instalments in one easy plan

9 AccesstoCentrelinkd s Centrepay facilities

1 Referral to financial counselling services

1 Advice on how to manage water usage to save money

2.2.8 Online services

Counci |l &8s o offerithe eemmunity vemoteascess to:

Payments- the unregistered payment portal allows customers to make payments for
a range of items without needing to login or create an account. This includes
payments for applications, licences, rates trade waste and ancillary services.

1 Property certificate application & this includes sewer diagrams, special meter reading,
sewer connection plan and long section

1 Property application portal & Examples of certificates arewater service application
and Water Management Act application

9 The austomer service portal - to report an issue, make a request or provide feedback

1 Online applications for Low Impact Stormwater Drainage assessmentsd allows
customers to apply for a Low Impact Stormwater Drainage rate

1 Capital works 9 allows customers to review the annual capital works program via an

interactive website map which includes project details, budgets, planned
commencement dates and monthly progress updates.
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2.2.9 Developer experience

As a condition of development consent, the consent authority (Council) requires that
satisfactory arrangements are made for the provision of water and sewer services to the new
development, which may include payment of water and/or sewer developer charges. To
identify the appropri ate arrangements, the developer must submit an application for a
Section 307 Compliance Certificate under Section 305 of the Water Management Act 2000.

Upon receiving the application, Water Assessment Teanstaff will investigate the impact of
the proposed development on the system, determine required investigations and/or works
by the developer and the relevant fees payable including Water Supply and Sewerage
Developer Charges As the Water Supply Authority, Council will issue a Section 306
requirements letter outlining the charges and/or works that the developer must pay and/or
construct for the development. When all contributions/fees are paid and the works are
completed and passed by Council, the Section 307 certificate of compliance will be issued.
Council implements Water Supply and Sewerage developer chargesas described within its
two Development Servicing Plans(DSFRs). Currently Council has two DSPs coveing the two
former Council Local Government Areasthat outline the approach to Developer Charges.
Council has also prepared a Works in Kind Policy and Guideline to improve the governance
associated with Developer Contributed Assets not Assets Freeof Charge (AFOQ.

2.2.10 Scoping to improve customer experience

Our ambition is to support all staff to be accountable for superior customer service, ensuring
all experiences and interactions with Council are positive(Co u n cQustainer Experience: High
Level Plan and Roadmap to Changé C o u n ccustofmer promises were endorsed and
supported by its Leadershp Team when Council was formed. With each customer interaction
and Council touchpoint, Council will deliver on its customer promise of consistency, simple
and easy communication with customers and aspiring to improve through listening and
responding to the needs of the community. During the 2022 IPARTprice determination period ,
Council will scope a processfor improved customer engagement.
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3Safe and reli abl e service

Council hasoutlined its responsibilities to provide consumers with dependable water, sewer

and stormwater drainage systems.Our objective for water and sewer is to support

ecologically sustainable development and to meet community needs through the provision

and maintenance of effective services. These responsibilities include provision of highquality

water supply complying with drinking water guidelines, transport and treat ment of sewage

for disposal to meet the Counci |l 0srvideddierg, | at i ve &
problem resolution and minimum system efficiency requirements for water pressure, water

continuity, sewer overflows and stormwater drainage services

Providing dependable services necessitates significant ongoing operating and capital
expenditures. Asa responsible operator, Council must manage operational expenditure and
capital expenditure to ensure bill affordability and meet regulatory requirements at the
lowest possible lifecycle cost. Weather, asset condition, asset configuration and operating
practises are all factors that affect service reliability Council uses specific indicators and
associated metrics to benchmark our service level for customer service, operational and
regulatory purposes:

Water pressure

Water main breaks and water continuity

Water quality and compliance

Sewer overflows (storm events & other)

Sewer odour complaints

Sewer main breaks and chokes

Compliance with EPL loads and concentrations of certainconstituents

=A =4 =4 4 4 -4 4

Our assets and activities also have the potential to erdanger the public and our employees'
safety. Appropriate controls must be in place to handle these safety risks to a manageable
level. SCADAmMonitor and manage all operations in our catchments, dams, and network
assets 24 hours a day, seven days a week.

In the 2019 IPART determination IPARTaccepted the output measures proposed by Atkins
Cardno for water and sewerage servicesover four years. Thesestipulated metrics are
presented in Table 10 and Table 11.

IPARTaccepted the additional milestones (a) three project milestones associated with
Mangrove Creek Spillway Dam Upgrades, Mardi to Warnervale Trunk Main, and Charmhaven
STP upgradesand (b) total customer minutes lost to unplanned supply interruptions and

total customer minutes lost to planned supply interruptions ( Table 12). IPART introduced one
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other output measur e r eilpad assegsmdntprotcesséor Counci | 6s |
stormwater charges (Table 12).

Table 9: Water Output Measures for Council's 2019 IPART (Table B.1: IPART 2019)

Output or activity measure Current Targetfor Targetfor Targetfor Target for
target 2020 2021 2022 2023
1. Water quality complaints per 1,000 9.9 9 8 8 7
properties
2. Average frequency of unplanned 151.8 115 115 115 115
interruptions per 1,000 properties
3. Water main breaks per 100km of main 23.7 16 16 16 14
4. Compliance with Australian Drinking Water 100 100 100 100 100
Guidelines — microbial guideline values (%)3
5. Compliance with Australian Drinking Water 100 100 100 100 100

Guidelines — chemical guideline values (%)a

2 100% in measures 4 and 5 means fully compliant with corresponding values in Australian Drinking Water Guidelines.

Note: We have presented the full four years of output measures recommended by Atkins Cardno. However, we will review the
Council's output measures as part of our next price review. In the event that our next price review is deferred, these output
measures will continue to apply.

Source: Atkins Cardno, Central Coast Council Expenditure Review, March 2019, Table 6-1.

Tablel): Sewer age output measur edetefimmationt(Tatde BRARART(R0OLYs 2019 | P

Tablell: Additional out put measures for the Councilés 2019 |
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