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Customer Service Charter

At Aquacell Pty Ltd we strive to be recognised for our personal responsibility and
genuine commitment to all customers.

As a retailer of Non-Potable water, we will ensure that you receive the benefit of our
extensive knowledge and the highest standard of customer service.

As an Operator, we are committed to delivering you a reliable Non-Potable water
supply, with ongoing operation and maintenance of Aquacell Treatment Systems to
ensure the Aquacell treatment system meets your needs.

Customer safety

Nothing is more important than your safety. To help you stay safe, we will only restore
Non-Potable water supply once all safety concerns have been addressed. Should you
ever have a safety concern, please contact us immediately on 1300 AQUACELL (1300
2782 2355)

Reliable supply

Whatever your needs or concerns, we’re here to help you with your non-potable water
needs. Aquacell Pty Ltd has support personnel on call 24/7 and can be accessed by
calling the 1300 AQUACELL (1300 2782 2355) number.

Online monitoring of each Aquacell system is undertaken and any alarm event triggered
by your site will be detected via email and sms alerts allowing Aquacell Pty Ltd
personnel to respond quickly to any incidents or adverse events should they occur.

Accurate bills
We aim to provide you with an accurate and timely bill every month as per your service
contract.

Meeting your needs

We will always seek to offer you the most suitable Aquacell treatment system
engineered specifically for your needs, along with competitive prices and the
information you need to make an informed decision.

Your privacy
We are committed to protecting your privacy and complying with applicable laws.

Complaint handling
If you have any concerns, or wish to lodge a complaint, we will do our best to solve your
problem promptly. For issues requiring further investigation we aim to reach a solution
as soon as possible.

To lodge a complaint please call 1300 AQUACELL (1300 2782 2355)

Aquacell Pty Ltd

64 Alexander Street, Crows Nest NSW, Australia

CS010-2 — Customer Service Charter PO Box 7, Crows Nest 2065, Australia
Revision 2 P: +61 2 4721 0545
06 March 2017 www.aquacell.com.au
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Recycled Water Policy

Aquacell supports and promotes the responsible use of recycled water and the application of a
management approach that consistently meets the Australian Guidelines for Water Recycling, as well
as recycled water user and regulatory requirements.

To achieve this we will:

e ensure that the protection of public and environmental health is recognised as being of
paramount importance.

e maintain communication and partnerships with all relevant agencies involved in management
of water resources, including waters that can be recycled

e engage appropriate scientific expertise in developing recycled water schemes

e recognise the importance of community participation in decision making processes and the
need to ensure the community expectations are met

e manage recycled water quality at all points along the delivery chain from source to the
recycled water user

e use arisk based approach in which potential threats to water quality are identified and
controlled

e integrate the needs and expectations of our users of recycled water, communities and other
stakeholders, regulators and employees into planning processes

e establish regular monitoring of control measures and recycled water quality and establish
effective reporting mechanisms to provide relevant and timely information and promote
confidence in the recycled water supply and its management

e develop appropriate contingency planning and incident response capability

e participate in appropriate research and development activities to ensure continuous
improvement and continued understanding of recycled water issues and performance

e contribute to the development of industry regulations and guidelines and other standards
relevant to public health and the water cycle

e continually improve our practices by assessing performance against corporate commitments
and stakeholder expectations

Aquacell will implement and maintain recycled water management systems consistent with the
Australian Guidelines for Water Recycling to effectively manage the risks to public and environmental
health.

All managers and employees involved in the supply of recycled water are responsible for
understanding, implementing, and continuously improving the recycled water management system.
Membership and participation in professional associations dealing with management and use of
recycled water is encouraged.

Colin Fisher

Managing Director 22" July 2011
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Code of Practice for Customer Complaints
March 2017

Purpose

The purpose of this Code of Practice is to describe how Aquacell will respond to
complaints.

Scope

This Code of Practice is applicable to all Aquacell activities and is relevant to any party
directly or indirectly affected by these activities.

CODE OF PRACTICE

Complaint Handling Procedure

Aguacell aim to provide reliable service of the highest standard. Should you feel that we
have failed to uphold these standards, we are committed to understanding and acting
upon your concerns.

Aguacell has a documented Complaint Handling and Dispute Resolution Policy that
describes how we will handle your complaint. All complaints are logged so they can be
tracked to completion. We also analyse this data so we can continue to improve our
service.

Aguacell will handle all complaints objectivity and will take all reasonable measures to
resolve your complaint in a prompt and fair manner.

Performance Standards

Where practicable, Aquacell aims to fix complaints on the spot. Staff who receive your
complaint will attempt to resolve your complaint immediately. Where this is not
possible, your complaint will be assigned to a Complaint Handling Officer who will
contact you and manage the resolution of your complaint.

Aquacell will acknowledge any correspondence you forward within 2 business days of
receipt. Responses send via post may take up to 10 working days for you to receive,
however they will be despatched within the nominated response time.

Aguacell aims to resolve all complaints within 45 days of receipt.

Aquacell Pty Ltd

Head office: Suite 602/6A Milsons Point NSW 2061, Australia
P: +61 2 4721 0545
www.aquacell.com.au

ABN 79 072 487 015
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These are minimum service standards and we will endeavour to resolve complaints as
promptly and efficiently as practically possible.

Contacting Aquacell
Complaints can be made to Aquacell by phone, email or post. Contact details are below:

Postal: Suite 602, 6A Glen Street
Milsons Point NSW 2061

Phone: +61 2 4721 0545
1300 AQUACELL (1300 2782 2355)

Email: info@aquacell.com.au
Disputes

If at any time you are not satisfied with the progress of your complaint, or you feel that
the resolution proposed is unsatisfactory, you may choose to contact an external party
such as the Energy and Water Ombudsman of NSW (EWON) for external review.

The Energy and Water Ombudsman of NSW can be contacted on 1800 246 545.
Additional contact details and a description of their services can be found at
WWWwW.ewon.com.au.

CS040-1 — Code of Practice for Customer Complaints
Revision 1
06 March 2017
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Complaints Handling and Dispute Resolution Policy

. BACKGROUND

Aquacell designs, builds and operates recycled water schemes. It currently holds Network Operator Licenses and
Retailer Licence under the Water Industry Competition Act (2006) (“WICA Licence”).

. PURPOSE

The purpose of this Policy is to set out how Aquacell deals with complaints from customers and resolves disputes.
While it is hoped that there will be few complaints received from customers, it is recognised that complaints may
arise and this Policy assists staff with the process involved for handling complaints and resolving disputes.

This policy and the principles it embodies, applies to all Aquacell customers, not just the customers who fall under
the Retail Operator’s License.

When necessary or appropriate, Aquacell may make use of an approved ombudsman scheme such as EWON
(Electricity and Water Ombudsman NSW).

. INTRODUCTION

Aguacell is committed to dealing with complaints and resolving disputes efficiently and fairly. Handling complaints
well gives Aquacell an opportunity to better understand its customers, improve service and minimise disputes.

This policy has been written based on the guidelines outlines in A510002:2014 Guidelines for Complaint
Management in Organisations. Staff are required to follow this policy.

If you have any queries about this Policy, you should contact Aquacell’s Complaints Handling Officer by phone on
(02) 4721 0545

. DEFINITIONS

For the purpose of this procedure, the following definitions apply:

e Complainant — person, organisation or their representative (including clients, consumers, service users,
customers, etc.) making a complaint.

e Complaint — Expression of dissatisfaction made to or about an organisation, related to its products,
services, staff or the handling of a complaint, where a response or resolution is explicitly or implicitly
expected or legally required.

e Complaint Management System — encompasses all aspects of the policies, procedures and practices, staff,
hardware and software used by an organisation for the management of complaints.

e Disputes — unresolved complaints escalated, internally or externally, or both.

e Feedback — Opinions, comments and expressions of interest or concern, made directly or indirectly,
explicitly or implicitly to or about the organisation, its products, services staff or its handling of a
complaint

CS030-5
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5. GUIDING PRINCIPLES

Aquacell are committed to the guiding principles outlined in AS1002:2014 Guidelines for Complaint Management
in Organisations, namely:

e People focus — Aquacell acknowledges that everybody has the right to complain and that complaint
resolution will have a proactive, people focussed approach;

e Ensuring no detriment to complainant — complainants will not be disadvantaged or adversely affected
because they have made a complaint;

e Visibility and transparency — Aquacell will ensure that all complaints handling activities are transparent
and activities communicated to all relevant parties, including, where appropriate, the public. Complaints
Handling Code of Practice will be made available publically;

e Accessibility — all customers or parties affected by Aquacell’s activities will have access to the complaint
handling mechanism outlined in this document;

e No charges — Aquacell does not charge a fee to complain.

In addition to the guiding principles outlines in the standard, Aquacell also commit to:

e Investigate all complaints in a timely and objective manner;

e The efficient and fair resolution of complaints;

e Allocating adequate resources to handle and resolve complaints;

e Where appropriate and a complainant requests, provide assistance to the complainant in the formulation
and lodgement of complaints;

e Dealing with complaints quickly and courteously;

e Documenting all complaints;

e Reviewing and analysing complaints data;

e Identifying and taking actions to correct systemic complaints;

e Statutory reporting of complaint data where required;

e Reviewing complaint handling procedures and related documentation periodically;

6. RESPONSIBILITIES

Aquacell CEO:
e Ensuring that a Complaint Handling and Dispute Resolution Procedure is maintained;
e Ensuring that a concise Complaint Handling Code of Practice is established, documented and made
available to customers;
e Ensure all documentation is reviewed periodically;
e Appoint a Complaints Handling Officer.

Complaints Handling Officer:

e Facilitate the handling of customer complaint in line with this procedure
e Maintain customer complaint data for future reference and analysis

All Other Staff

€S030-5

Revision 5, 3 August, 2018
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e Listen courteously and speak politely to a person who is making a complaint;

e Where practical, and authorised to do so, resolve the complaints on the spot;

e Ensure complaints that cannot be resolved on the spot are passed onto the Customer Complaint
Officer;

e Respond is a timely manner to customers who have complained;

7. PROCEDURE

Complaint Procedure
If a customer submits a complaint to Aquacell, Aquacell:

a) must, if the complaint is oral, either resolve it “on the spot” to the customer’s satisfaction, or if that is not
done, request the customer to submit a written complaint (however, there is no requirement that the
complaint be in writing before it can be dealt with according to these procedures) and refer the complaint
to the Complaints Handling Officer;

b) must, if the complaint is in writing, acknowledge in writing receipt of the complaint as soon as practicable
and in any event within 14 days from receipt, and enclose a copy of this Policy for the customer’s
information;

c) must ensure that the complaint receives proper consideration resulting in a determination by the
Complaints Handling Officer as the person designated by Aquacell as appropriate to handle complaints;

d) must act in good faith in dealing with and resolving the complaint;

e) must investigate the complaint including by:

a. seeking all relevant information from the complainant;
b. obtaining all relevant information from Aquacell staff,
f) may in its discretion give any appropriate remedy to the complainant, including any of the following:
a. information and explanation regarding the circumstances giving rise to the complaint;
b. anapology; or
c. compensation for loss incurred by the complainant,

g) must communicate to the complainant in relation to the complaint as soon as practicable and in any

event not more than 45 days after receipt by Aquacell of the complaint:
a. the determination in relation to the complaint;
b. the remedies (if any) available to the member; and
c. information regarding any further avenue for complaint.

All oral complaints not resolved “on the spot” and all written complaints must be referred to the Complaints
Handling Officer on receipt. The Complaints Handling Officer must ensure the steps listed in 6.1(b)-(g) are carried
out. In doing this, the Complaints Handling Officer must consider and act consistently with the Key Principles set
out in 5.1 of this above. The Complaints Handling Officer must liaise with all appropriate parties when dealing
with and resolving complaints.

Written complaints can be treated as resolved to the satisfaction of the customer where a customer has been
notified in writing of a decision about a complaint, and no response has been received from the complainant.

Oral complaints can be treated as “resolved to the satisfaction of the customer” where:

CS030-5
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a) the complaint has been resolved to the customer’s satisfaction “on the spot”; or
b) the customer has been notified of a decision about a complaint, and no response has been received from
the customer, the complaint can be treated as “resolved to the satisfaction of the customer”.

If a complainant asks for information about Aquacell’s complaints handling methods, staff must refer that request
to the Complaints Handling Officer as soon as possible. The Complaints Handling Officer must ensure the
customer is provided with a copy of this Policy within 7 business days of the request.

If a complainant asks for assistance in the formulation and lodgement of his/her complaint, staff must refer that
request to the Complaints Handling Officer as soon as possible. The Complaints Handling Officer must ensure
reasonable assistance is provided to the customer.

Aguacell has determined that the Company Secretary is the Complaints Handling Officer.
Complainant rights for further review

If the Complainant is not satisfied with the outcome of the investigation or the proposed resolution, the
Complainant can request that the complaint is investigated by more senior Aquacell representatives.

External dispute resolution — Ombudsman

The Energy and Water Ombudsman is a free and independent service that can provide information, advice and
assistance to customers. If a Complainant is not satisfied with Aquacell’s response or investigation about a lodged
complaint, or wishes to seek independent advice about it, the Complainant may contact the relevant state
Energy and Water Ombudsman for assistance or review of the outcome of the complaint.

All our customers in NSW have the right to contact the Energy & Water Ombudsman NSW at any time for
independent advice and information. However, we do hope you will contact us directly to allow us the
opportunity to rectify any issue. The contact details for the Energy and Water Ombudsman NSW are below:
Energy & Water Ombudsman NSW (EWON)

Freecall: 1800 246 545

Freefax: 1800 812 291

Online: https://www.ewon.com.au/

Email: complaints@ewon.com.au

Mail: Reply Paid 86550, Sydney South NSW 1234

The Complaints and Disputes Register

The Complaints Handling Officer must ensure that a Complaints and Disputes Register is established, maintained
and kept up to date. The Register is comprised of a copy of each Complaint Report (refer Attachment A).

At a minimum, the Register must include the following information about every complaint and/or dispute that is
received:

e Date complaint made/dispute notified,;
e Nature of complaint/issue;
e Date resolved;

CS030-5
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e How resolved;

e Was dispute referred to Ombudsman or arbitrator;

e Does complaint/dispute indicate a recurring or systemic issue;

e |If yes, action taken to ensure issue does not recur/that systemic issue addressed.

The Complaints Handling Officer must periodically review the Register amongst other things, to check that:
e complaints are being handled appropriately, including in accordance with this policy, and within the
required timeframes;
e systemic or recurring complaints are being identified, and that the cause of those complaints is being
identified and remedied.

Review against Documented Performance Standards

The Complaints Handling Officer must establish documented performance standards against which adherence to
this policy can be tested. Those standards must be based on the requirements of this policy. The Complaints
Handling Officer must review the adequacy and appropriateness of those standards, and amend them as
necessary from time to time.

Periodically (at least annually), the Complaints Handling Officer must review the operation of the policy against
the documented performance standards and report the outcome of this review to

Performance Standards

Aquacell is committed to resolving customer complaints in an efficient and timely manner. Minimum
performance standards are documented in Appendix B.

. TRAINING

All staff, regardless of their role in Aquacell, may have direct contact with customers. For this reason, all staff are
made aware of this complaints procedure.

Aguacell values customer service highly, and customer service experience is typically taken into account when
recruiting new employees. Where a new employee has limited experience in liaising with customers, they are

coached and mentored by a more experience staff member. This mentoring is designed to ensure that all inter
actions with customers, inclusive of complaints, are conducted in a courteous and professional manner.

Aguacell may also use external training resources where a specific need is identified.
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Attachment A — Complaint Report

1. Date of this Report

2. Date complaint made / dispute notified

3. Date resolved

4. How resolved

5. Was complaint / dispute referred to arbitration
or the Ombudsman Service

6. Does complaint / dispute indicate a recurring or
systemic issue

7. If yes, what action was taken to ensure the issue
does not recur / that systemic issue has been
addressed

8. Date by which remedial action must be
completed

9. Date remedial action completed

10. Who is responsible for ensuring this action is
carried out

11. | Date by which this action must be completed

12. | Date action completed

13. | Is complaint / dispute significant?

14. | If yes —date notified to APL Board

15. | If yes — date notified to Operations Group
Meeting

€S030-5
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Attachment B — Documented Performance Standards

The following table documents Aquacell’s complaint handling performance standards

No.

Action required

Timeframe

1.

Acknowledge any customer correspondence within 2
working days. Where a resolution cannot be provided in
the response, an indication of actions and timeframes
must be given.

Email or telephone responses will be received by the
customer immediately. Responses sent to a postal address
may take up to 10 days to arrive, however the response
must be sent within 2 working days.

Within 2 working days

Send copy of Aquacell’s Complaints Handling Policy to any
Customer who asks for information about its complaints or
disputes handling methods

Within 7 business days

Oral complaints not resolved “on the spot” and written
complaints to be referred to Complaints Handling Officer

Immediately

Where customer requests assistance in
formulation/lodgement of complaint — refer matter to
Complaints Handling Officer

As soon as possible

Complaints Handling Officer to write to complainant
acknowledging receipt of complaint, and forwarding copy
of Aquacell’s Complaints Handling Policy

Within 14 days of receiving
complaint

Complaints Handling Officer to advise complainant in
writing of outcome and (if complaint not resolved to
complainant’s satisfaction) advise complainant in writing of
availability of external dispute resolution mechanism,
Ombudsman Service (or designated equivalent); and how
Ombudsman Service may be accessed.

Within 45 days of receiving
complaint

Complaints and Disputes Register — Complaints Handling
Officer to:

(a) record complaint on Register; and

(b) keep Register updated about the complaint

(a) Within 7 days of receipt
(b) Within 45 days of receipt
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Code of Practice for Debt Recovery
March 2017

Purpose

The purpose of this Code of Practice is to describe how Aquacell will respond to
overdue customer invoices.

Scope

This Code of Practice is applicable to all Aquacell retail customers.

CODE OF PRACTICE

Service Agreement

Aguacell will put into place a Service Agreement with each retail customer. Each Service
Agreement will be unique to the scheme, however each agreement will fully define all
inclusions and exclusions. The cost to supply the customer will be fully detailed in the
Service Agreement.

The Service Agreement will nominate invoicing arrangements including frequency and
payment terms.

Overdue Invoices

Aguacell will contact any customer who has not paid an invoice by the due date.
Contact will typically be via telephone or email in the first instance.

Aguacell will continue to communicate and work with a customer to resolve any issue
or dispute the customer may have with their invoice, and facilitate payment.

Aguacell may charge interest on overdue invoices.
Financial Hardship

Aguacell is committed to supplying our customers and acknowledge that from time to
time, customers may have trouble paying an invoice by the due date.

Where a customer is unable to pay in invoice due to financial hardship, Aquacell will
negotiate reasonable alternate payment terms. Failure to comply with the alternate

Aquacell Pty Ltd

64 Alexander Street, Crows Nest NSW, Australia
PO Box 7, Crows Nest 2065, Australia

P:+61 2 4721 0545

www.aquacell.com.au

ABN 79 072 487 015


hughf
Text Box
Appendix E5(e) CS050-1 Code of Practice for Debt Recovery Aquacell


payment terms may result in restriction of supply or termination of the Service
Agreement.

Unpaid invoices and Restricted Supply

Aquacell will not unreasonably restrict or terminate supply to any customer. No action
will be taken where there is an active dispute.

Aquacell will take all reasonable measures to contact customers and resolve unpaid
invoices. Where invoices remain unpaid, Aquacell may choose to restrict supply, or
terminate the Service Agreement. Where such action is taken, Aquacell will provide a
minimum of 14 days notice, or the minimum notification outlined in the Service
Agreement, whichever is greater.

Where notice to restrict supply is given to a customer, the conditions under which
supply will be recommenced will be clearly stated.

Aquacell will not restrict or terminate supply to customers who cannot reasonably
access an alternate supply.

Contacting Aquacell

Aquacell can be readily contacted to discuss invoicing issues via phone, email or post.
Contact details are below:

Postal: 64 Alexander Street,
Crows Nest, NSW, 2065

Phone: +61 2 4721 0545
1300 AQUACELL (1300 2782 2355)

Email: accounts@aquacell.com.au

Disputes

Service Agreements will include a procedure for dispute resolution. Where a customer
is not satisfied with the outcome of this process, they may choose to have the process
externally reviewed.

The Energy and Water Ombudsman of NSW can be contacted on 1800 246 545.
Additional contact details and a description of their services can be found at
WWW.ewon.com.au.
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