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	Meeting Agenda
Customer Service 
Special Interest Group – Online 
 22 July 2026
10.00am – 2.00pm
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	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 
Working group to provide update of their work
2. ESC Guideline 2 (2025): Adjustment of bills
Conversation then to be opened up to the whole group to discuss implications of ESC Guideline 2. 
3. Water theft – what are organisations doing and what burden of proof is enough?
	1. Peter Dichiera, Lower Murray Water

2. All



3. All

	10:30
	Complaints Community of Practice Update
	Anna Whitworth, Yarra Valley Water

	10.40
	HULA policy consideration of Digital Meters.
Trevor is an apology but has provided update:
Had three meetings
Feedback was hard to get – but I think we are there
All feedback and input has been included in a draft document to be issued to the group by the end of July 2026 (this month)
Some of the changes were not digital meter related- but they have also been added to the draft.
I will seek approval of the draft by Aug 2026 (so they will have a month to review and comment one last time)
It will be the rep from each water authority who will decide if the draft is approved by their water authority.
It will form the minimum standard so they should review properly. 
	Apology from Trevor Van Arend, Barwon Water.

Can someone else from the WG provide more info if people have questions. 


	11.00
	Family Violence 
· Questions we said in March that we wanted to talk about in July:
· What are your policies around joint accounts and access to online portal? (LMW and SEW remove portal access for both customers).
· What does each water corp do in terms of initiatives to help FV VS’s to pay the bills – eg could be payment plans, debt forgiveness, write off, payment matching, other??.
· Financial Counsellors sometimes ask for a full waiver of the account balance – SEW prefer to use URGs – FCs present it as a demand
· What works and what doesn’t work in terms of incentives – how many times to orgs allow write offs and write backs etc?  Is it time bound or dollar bound?
· For FV custs – what sort of information should be/ is visible to staff in billing system, and to which staff?
· When there is a blocked safety account – if your company does this, how do you get around the access issues for other things that need to be fixed on accounts (eg metering / billing issue that needs to be addressed but that team doesn’t have access).

	
All – please come prepared to answer the questions

	11.45
	Services Australia update

	Alison Flintoff & Rob Morgan, Yarra Valley Water 

	12.00
	Lunch Break
	

	12.30 
	Debt Collection
1. Discuss the comparison matrix Michael Ambrus sent around (attached)  Verbal update for organisations yet to provide response.
2. Around the Room – What has changed since March for collections at your organisation?
3. Around the Room – Field Visits
Are you doing Field Visits for debt collection?
If so is it internal staff or contractors?
How is risk to staff (sovereign citizens, mental health, dogs etc) managed?
4. Credit default listing
Previous discussions around whether we can do this or not.  Michael A or Tracey S (or others) anything to add?
	

	1.30
	General Business
Joint accounts – should this be a new working group?  Answer from March was “Desire to establish a new working group but no-one has the capacity to put their name down to be the first person to organise the meeting.  Hold off & have  conversation again next meeting. “

	
All

	1.45
	Meeting wrap up – what worked well, what didn’t what do we want on agenda for next meeting?
In March 2025 we said we would periodically like to hear from the below organisations.  Is there any we would like to ask to come to our next  meeting?  Do we have a specific topic we’d like them to talk about?
· Thriving Communities Australia
· EWOV
· ESC
· Safety by Design
· Services Australia  
	All

	2.00
	Meeting end 
	



November meeting:  RACV City Club & Melbourne Water – 19 November
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