
 

 

 

UPDATED SUMMARY OF ONLINE 
FEEDBACK 

July 26, 2017 

 

 

 

 

We know that regular engagement with our customers helps us improve the experiences people have with Yarra Valley 

Water. Understanding customer’s values and preferences is at the foundation of our engagement plan for the upcoming 

price review and for continuously improving our operations and service.  

The online price review forum was established in December to offer an accessible communication channel to: 

 

• inform and update customers on progress  

• allow for questions, comments, feedback and suggestions  

• contribute to the decisions we make, and  

• allow us to continue testing our thinking and progress 

 

We have been sharing on-line a summary of our customer insights, the proposed outcomes created in response and the 

corresponding outputs and measures.   

We continue to build our understanding of customer preferences and seek feedback on our progress through the online 

forum.  

This summary provides a brief overview of the contributions and issues that have been raised on the forum since 

December.  
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SUMMARY OF ENGAGEMENT  

 

Yarra Valley Water identified four outcome areas in response 

to the initial market research conducted for the Price Review. 

The outcomes represent the four aspects of our services that 

Customers have told us they value most.  

Customers were asked to provide feedback in relation to the 

outcomes with space for additional comments.  So far we have 

seen the following interactions with the content:  

 

564 INFORMED PARTICIPANTS   

2141 VISITS 

288 COMMENTS  

 

 Quality Water Services (47comments) 

 Reliable and Timely Services (31 comments) 

 Fair and Affordable (126 comments) 

 Care and Protection of the Environment (76 comments) 

 General comments (8 comments) 
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QUALITY WATER SERVICES 

 

The following introduction was provided for comment: 

Customers told us that they believe the most important aspect 

of our service is the reliable and continuous supply of water 

More than 1 in 3 customers state that continuous supply of 

water is the single most important feature of our service 

offering.  

In response to feedback from our customers we are proposing 

the following performance goals: 

 

– Yarra Valley Water will work to ensure you receive 

safe and pleasant water to drink 

– Yarra Valley Water will work to ensure you have a 
continuous supply of water 

– Yarra Valley Water will work to ensure you have 
good water pressure 

 

The following questions were asked online and the 

responses are summarised below:   

 

Q: What does ‘Quality Water Services’ mean to you? 

 

“Quality water means pure water without contaminants or toxic 

chemicals like fluoride and chlorine.” 

 

Customers spoke about:  
• Prices  

• Access to potable water 

• Disposal of grey water  

• Timely response to service requests  

• Fluoride  

• Chlorination of water supplies  

• Service charges  

• Never having seen any figures to justify the rate of 

the service charge 

• Reddish sediment in water supplies 

• A water supply I don't have to think about, just use 

• The future supply of water in Melbourne  

• People with large gardens not being penalised 

• People who put more sewage down the sewerage 
system paying more 

• Price shouldn't be high 

• Discounts for seniors in apartments 

• Costs reflect usage 

• No desal costs passed on 

• Convert shared meters to separate metering 

• Charging one service charge fee for units/apartments 
split based on the number of units 

• FAIR means we pay for what we use 

• High income residents, especially those with 

Swimming Pools, Spas etc. should pay more. 

• Water price increase to be based on wage increase 

• An allocated amount of water to be FREE 

• Pensioner discount 

• Payment on time discounts 

• Customers on higher income should pay more, 

• Big households shouldn't be penalised 

 

Q: Is there anything missing? 

 

“That it is delivered efficiently and cheaply” 

 

 Reference to the actual performance of our system 

 Reference to the cost of delivery 

 Availability of water filtration devices at discounted 
prices 

 Timely repair of leaks and bursts which can result in a 
loss of quality drinking water 

 I want to know what the state of our water pipe 

infrastructure is. Is most of it original and in good 

condition, original and 30% to fail in next 10 years etc. 

This information should be made known. 

 Upgrade of old services - rusty pipes which deliver 
yellow water with an odour which is unacceptable 

 

“The objectives don't state a volume. The first one hints that  

the objective is to supply drinking water. I think it needs to be  

clear that it is for drinking and other uses, such as hygiene” 
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RELIABLE AND TIMELY SERVICES 

 
The following introduction was provided for comment: 

Customers told us they expect reliable supplies and 

responsiveness in times of need 

 

Experiences relating to infrastructure works (particularly 

unplanned work) are most likely to positively or negatively 

impact customer satisfaction 

 

75% of customers expect guarantees that they would not be 

impacted by the same issue within a period 

 

Different customer groups appreciate different factors but they 

centre around resolving unplanned issues quickly, providing 

guarantees and providing good communications for both 

planned and unplanned works  

 

In response to feedback from our customers, we are proposing 

the following performance goals: 

 

– Yarra Valley Water will work to solve your issues 
when you contact us 

– Yarra Valley Water will work to ensure your waste 
is dealt with effectively 

– Yarra Valley Water will work to ensure you are not 

unduly inconvenienced by interruptions to your 
water and sewerage services 

– Yarra Valley Water will work to ensure that when 

your water or sewerage service is interrupted the 

response is timely 

– Yarra Valley Water will work to ensure that your 
interrupted service is restored in a timely manner 

– Yarra Valley Water will work to ensure you receive 

communication about the service interruption so 

you don't have to worry 

 

The following questions were asked online and the 

responses are summarised below:  

 

Q: What does ‘Reliable and Timely Service’ mean to you? 

 

“Reliable means continuous supply or alternative solution 

found to decrease effect on resident, timely means- within a 

defined  

period - set a time i.e., 2 hours etc. 

 

“That I can speak to someone who is helpful when I ring. That I 

get a helpful response to an email or social media post within a 

day. That when there is a physical problem with my service it 

is triaged and dealt with asap..” 

 

 

 

 

 

Participants spoke about: 

  

• With new developments and growth in dwelling 

numbers the economies of scale of existing 

infrastructure is improving 

• The surplus funds should be used to remove combined 

drains and ensure each property is on its own drain to 

rectify shortcomings of initial installation from 1920s, 

30’s and 40’s 

• Not affecting households in a big manner  

• Communications being timely  

• Performance levels being stated and actual 
performance reported against 

• Performance goals need to be measurable 

• Customers should be notified about the long-term 
implication of service trade-off decisions 

• Communication 

 

Q. Is there anything missing? 

 

• Actual KPI’s still a bit too open ended 

• Getting it right the first time  

• Clear time parameters for interruption of services ie., 

within 2 hours of notification the issue will be fixed or 

alternative solution will be implemented to the 

satisfaction of the customer 

• Offer compensation to customers who are negatively 

affected by significant poor service 

• If the service is interrupted and not corrected or 

alternative solution found within 2 hours a reduction in 

service fee will apply to the resident 

 

“We understand that work needs to be done from time to time, 

however when a job is done it should be done properly the first 

time. We have had many instances where the road is dug up 

and repaired but it needs to be re-done 2-3 times within 

days/weeks because it wasn't done adequately the first time.” 
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FAIR FOR ALL CUSTOMERS 

 

The following introduction was provided for comment: 

Customers want assurance that we're doing the best we can 

for them. 

• 81% of our customers when asked told us it would 

not meet their expectation if we charged high income 
earners higher prices 

• Customers are more satisfied with our reliability in 

providing drinking water than they are with the help 
we offer customers experiencing payment difficulties 

• Customers spoke about not penalising those on 
pensions or low incomes 

• More than 90% of customers are largely satisfied with 

what we do and offer, yet only 20% of customers 
want us to do nothing more 

• Helping customers experiencing payment difficulties 
has a positive impact on customer satisfaction 

 

In response to feedback from our customers, we are proposing 

the following performance goals: 

 

– Yarra Valley Water will work to ensure all 
customers receive the same service 

– Yarra Valley Water will work to ensure assistance is 

available for customers having difficulty paying their 
bill 

– Yarra Valley Water will work to help people avoid 

hardship by giving them tools to prevent Future 

excessive bills 

 

The following questions were asked online and the 

responses are summarised below:  

 

Q: What does ‘Fair for all Customers’ mean to you? 

 

“That the costs we pay reflect our usage of water which should 

include the costs of infrastructure.” 

“It means equal access for everyone and equal pricing.” 

“Same affordable service charges for all bills strongly 

dependant on usage.” 

“It means all customers receive the same good, helpful, 

constructive service. Think longer term about making water 

more affordable for all customers, not just artificially reducing 

bills for some customers while other customers pay more 

because of this. This means lower prices and bills going down 

- better value for money.” 

“It means no stupid desal costs passed on to us.” 

 

“An allocated amount of water to be FREE then charges 

allocated determined by income/suburb. Customers on higher 

income should pay more, especially those who have swimming 

pools, plunge pools and spas. bills for some customers while 

other customers pay more because of this. This means lower 

prices and bills going down - better value for money.” 

 

Participants spoke about; 

• There being no need for more services, just get much 
more efficient at delivering the existing services 

• Rewards or discounts for doing the right thing 

• Helping those in need 

• Lower operating costs 

• Lower or no fixed charges and higher usage charges - 

costs should reflect usage and include the cost of 
infrastructure 

• Encouraging people to save water  

• Reducing the price burden on large households  

• All households within the metropolitan area should be 

afforded the same access to sewerage - as distinct 

from septic systems, and access to mains water to the 
boundary - as distinct from private trunk services 

• Where water is used for pleasure (e.g. personal 

swimming pools), then the rate should be increased as 

the water delivery infrastructure is unfairly being used  

• Council park lands should be watered with recycled 

water only and save good quality water for households. 
This should reduce cost of water to the customer 

• The increasing cost of water and the expense overall 

• The parks charges  

• High gas and electricity bills  

• People watering their gardens being unfairly penalised 

by tiered pricing 

• Apartment blocks with ‘total usage meter’ and split 

costs disadvantage small households (seniors 
particularly highlighted) 

• People who put more sewage down the sewerage 

system paying more 

• Discounts for seniors in apartments and pensioners 

• Convert shared meters to separate metering 

• Charging one service charge fee for units/apartments 
split based on the number of units 

• FAIR means we pay for what we use 

• High income residents, especially those with 
Swimming Pools, Spas etc. should pay more. 

• Water price increase to be based on wage increase 

• Pensioner discount 

• Payment on time discounts 

• Customers on higher income should pay more, 

• The future population and sustainability  

• The second and third price brackets either don't 

increase in rate or decrease in cut-off level. 

• Sewerage charges should be charged according to 
winter water usage. 
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Q: Is there anything missing? 

 Discounts for people doing the right thing 

 Efficiency at delivering existing services 

 Higher usage charges lower fixed costs 

 An allocated amount of water to be free then charges 

allocated determined by income/suburb.  

 YVW program to upgrade single shared meters to 

individual household meters. 

 Sewerage to all areas 

 Changes to the service charges 

 Price controls to limit annual increases  

 Economic incentive to save water (Harvesting Rainwater)  

 

 

“How about reducing the amount every single Victorian citizen 

pays on their water bills. We are a single income family; my 

husband isn't on peanuts however we sometimes delay paying 

our water bill because of other utilities costs as well and the 

mortgage on top of that” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

CARE AND PROTECTION OF THE ENVIRONMENT 

 

The following introduction was provided for comment: 

Customers told us that caring for and protecting the environment 

is something we expect you to do. 

 

• 85% of customers are concerned or have some 
concern about the environment 

• 30% of customers believe industry must play a larger 
role in conservation 

• Customers have limited suggestions for improvements 

beyond the core services and price, but 84% of 

customers love or like the idea of recycling water to 
help with water conservation 

• 20% of customers believe water companies need to do 

more to protect the environment 

• Customers are more satisfied with our price, and our 

work related to infrastructure than they are with our 
work encouraging water saving activities 

 

In response to feedback from our customers, we are proposing 

the following performance goals: 

 

– Yarra Valley Water will work to ensure carbon 
emissions are minimised 

– Yarra Valley Water will work to ensure waterways are 
protected 

– Yarra Valley Water will work to ensure water is 

conserved so it is available for the future 

 

The following questions were asked online and the 

responses are summarised below:  

 

Q: What does ‘Care and Protection of the Environment’ 

mean to you? 

 

Customers suggested it covers many things including 

conserving water, protecting water resources and keeping them 

clean, minimising pollution being swept into the bay and into 

rivers and reducing carbon emissions.   

“Clean catchments, addressing industry waste expelled 

into waterways and drains. Protecting water catchment 

areas from the impact of bush fire and flood events” 

Participants also stated that care for the environment must be 

balanced with what is practical and affordable and does not 

make our region more expensive to live in.  

“Don't do damage” 

“Using less stuff” 
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Participants spoke about; 

• Considering population growth 

• Promoting and installing water tanks for use in 

flushing toilets and watering gardens 

• Complaints about desalination plant 

• Trees & shrubbery to reduce erosion, no rubbish 
littering, maintenance to prevent fire 

• Having rules about when gardens can be watered 

• Ensuring people who water their gardens aren’t 
penalised through price 

• Reforestation of water catchment areas to improve 

water retention growing crops which are suited to the 

environment and DO NOT REQUIRE extensive 
irrigation 

• Not ‘pandering to the minority and trend of the day’ 

• Caring for natural habitats   

• Any wetland area and parks should be looked after  

• Ensure that the storm water drains are properly cared 

for and that mini lakes at parks who rely on storm 
water catchment do not go dry 

• New residents of Melbourne City: they should be 

footing the bill for the holding charges on the 

desalination plant 

• Bottled water  

• All houses having sewers connected  

• Requests for more recycled water 

• Concern about sewage in the stormwater impacting 
on water quality in the Bay 

• Using less water  

• Education  

• Healthy waterways  

• That YVW operations and decisions are helping to 
minimise and adverse impacts on the environment  

• Water with minimal chemicals in it 

• Stopping removal and development on land than is 

vegetated with mostly indigenous vegetation 

• Metrics of good enviro health are maintained or 
improved.  

• Water quality like turbidity goes down. 

• Less release of polluting waste products   

• regular monitoring of water  

• Less total impact  

• No interest Payment plans to install grey water 

recycling and water tanks for garden irrigation, toilet 

flushing and use in washing machines  

 

 “If water is affordable, I can maintain and expand my garden 

and trees, which contributes to combating climate change” 

 

 

 

 

Q: Is there anything missing? 

 Water Conservation meaning encouraging less usage 

where possible - always, not just during drought  

 Build and maximise "partnerships"  

 Provide advice on how gardens can support wildlife 

 All properties should have sewer connection 

 That water is too cheap, leading to no incentive to 

prevent waste 

 A goal that YVW operations and decisions account for 

the impact on the environment 

 Never supply coloured water - yellow and water that 

smells. 

 That water is too cheap, leading to no incentive to 

prevent waste 

 Every roof must have a buffer tank. 

 Specifics on waterway protection eg frequency ,follow 

up, resources devoted 

 Reward people who install grey water recycling 

systems 

 Remove the fluoride from our water! Remove any 

Atrazine and monitor it to be below European 

standards! 

 

“Water *should* be more expensive, to encourage people to 

limit their usage” 

 

 

GENERAL COMMENTS  

 

Additional comments referenced the lack of competition in the 

market (Yarra Valley Water is the only water retailer in the area), 

and requested a reduction in the amount of money spent on 

advertising.  

 

One participant suggested;  

‘If Yarra Valley Water is worried about reputation’, they should 

use “the allocated money to increase performance,” (e.g. 

replace ageing pipes, complete preventative works on the sewer 

system, etc.).  

 

Other participants offered us their thanks;  

‘For taking the time to share.’ 

 

 


