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	Meeting Agenda
Customer Special Interest Group – Online 
 12 March 2026
10.00am – 4.00pm
	[image: ]



	Customer Service SIG Purpose 
	[bookmark: _Hlk192852857]The Customer Service SIG exists to provide a forum for sharing, collaboration, networking, problem solving and professional development for people working in Customer domains in the Victorian water industry, ultimately contributing to improved products, services and customer experiences.


[bookmark: _Hlk149566684]
	Time
	Agenda Item
	Presenter

	10:00
	Welcome 
Acknowledgement of country
Confirmation of minutes of previous meeting
Replacement minute taker required
	Alison Flintoff, Yarra Valley Water

	10.10
	
Billing
1. [bookmark: _Hlk203735622]Billing Working Group update 
2. ESC Guideline 2 (2025): Adjustment of bills
3. In what circumstances do you charge for a special meter reading?

	1. Peter Dichiera, Lower Murray Water (TBC)
2.  All
3.  All

	10:40
	Complaints Community of Practice Update
	Anna Whitworth, Yarra Valley Water

	10.50
	Unexplained High Usage and Undetected Leaks – Discuss appetite for additional industry guideline for where a digital meter is installed

	Trevor Van Arend, Barwon Water (TBC)


	11.00
	Community Fundraising Programs – Uniting
· Hear from Uniting on ways your organisation can partner with Uniting to support customers and families in your service area.
	Belle Poole & Dale Barker-Harrington, Uniting

	11.20
	
Break
	

	11.30
	Services Australia Strategic Relationship
YVW is seeking a strategic relationship with SA and have requested they attend this meeting to discuss issues we as a collective have, awaiting response as to whether they can come to this meeting or a separate WG meeting.
	Alison Flintoff & Rob Morgan, Yarra Valley Water and representative from Services Australia, TBC



	12.00
	Group debrief – Services Australia update.  What actions to take forward
	All

	12.30 
	Financial Counselling Victoria update

	Amanda Chan, Advocacy Manager, FCVic

	1.00
	Lunch break
	

	1.30
	Debt Collection
1. Around the Room – What has changed since November for collections at your organisation?
2. Around the Room – Field Visits
3. Interest in a white labelled version of YVW reduced flow video available for all?

	
 1& 2  – All


3. Alison Flintoff, YVW

	2:15
	Family Violence 
1. Around the Room - FV breach “Near Misses” / what your org is working on in the FV space.
	
All – please come with examples to share

	2.45
	General Business
Joint accounts – should this be a new working group?
	
All

	3.00
	Meeting wrap up – what worked well, what didn’t what do we want on agenda for next meeting (virtual)?

	All

	3:15
	Meeting end 
	



Next Meeting:  Virtual – 23 July
November meeting:  RACV City Club & Melbourne Water – 19 November

Ideas for future agenda items (not enough room on this agenda, hold over until later)
· Upcoming emerging strategic issues to consider for next meeting
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