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1. What is this document? 
1.1 The Urban and Supply by Agreement Customer Charter 
Coliban Water is a State-owned business, which supplies water and collects wastewater in North 
Central Victoria. 

 
This is the Customer Charter under which Coliban Water provides water supply services, 
wastewater services and trade waste services to its urban customers. Some customers are 
provided with water services on a ‘Supply by Agreement’ basis. 

 
The Charter is based on, and is consistent with, the ‘Customer Service Code’ and is approved by the 
Essential Services Commission. (The ESC Customer Service Code is available on our website at 
www.coliban.com.au) It sets out the rights and obligations of Coliban Water and its customers, and 
explains customers’ rights in any dispute with Coliban Water. 

 
If a customer covered by this Charter has a separate written agreement with Coliban Water, any 
specific provisions of that ‘Supply by Agreement’ take precedence over this Charter.  

 

Note: Words in italics have a defined meaning for the purposes of this Charter (refer p.28) 
 

1.2 Obtaining the Charter  
A copy of this Charter is available for inspection at our office, on request. New customers will be 
sent a summarised version of this Charter within one month of registering with Coliban Water.  
Customers will be sent a full copy of this Charter on request. Copies may also be downloaded from 
Coliban Water’s website at www.coliban.com.au

 

1.3 Variations & Notification of Customers 
Before substantively varying this Charter, Coliban Water must consult with our customers. If Coliban 
Water substantively changes this Charter, it must inform each customer on or with the next bill sent 
to the customer that the Charter has changed, and that details of the change are available on its 
website or upon request. 

 

1.4 Contacts for More Information 
For further information about Coliban Water or this Charter, call 1300 363 200 (7.30am to 5.30pm 
Monday to Friday) (TTY through National Relay Centre on 13 36 77), log on to our website at 
www.coliban.com.au, or write to Coliban Water Box 2770 Bendigo Delivery Centre Vic 3554. 

 
2. Who is covered by this Charter? 

2.1 The Customer 
2.1.1 A PERSON IS A CUSTOMER AND IS COVERED BY THIS CHARTER IF THEY: 

• own and/or occupy a serviced and developed property, whether or not it is connected 
to Coliban Water’s water or wastewater systems; 

• own a serviced property which is connected to Coliban Water’s water or wastewater system, 
but do not occupy it - for example, a landlord or an owner of an unoccupied property; 

• occupy a serviced property which is connected to Coliban Water’s water or wastewater 
system and are liable to pay water usage or wastewater disposal charges as set out in 
clause 7.2, for example, a tenant or caravan park resident; or 

• have entered into a separate written agreement with Coliban Water for water supply and/or 
wastewater services, including ‘Supply by Agreement’ and ‘Trade Waste Agreement’.  
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2.1.2 The owners and occupiers of properties that are not serviced by Coliban Water’s urban 

reticulated water or wastewater systems are not covered by this Charter.  Coliban Water 
has a separate Charter for customers serviced by our rural water supply system. (Copies 
are available by phoning 1300 363 200, or downloading from our website 
www.coliban.com.au) 

 
2.2 Coliban Water’s Employees & Contractors 
Where this Charter describes an obligation and/or right on Coliban Water, the obligation/right 
extends to its officers, employees and contractors. 

 
3. When does this Charter commence and 

terminate? 

3.1 The Previous Charter 
This updated version of the Customer Charter replaces the previous Charter effective from 12 
August 2005.   

 
3.2 Commencement and Termination 
3.2.1 A customer is covered by this Charter from the date they become a customer until the date 

when the customer ceases to be a customer as defined in clause 2.1. 

 
3.2.2 However an amount which was owed by the customer to Coliban Water remains payable; 

and/or an amount which was owed by Coliban Water to the customer remains payable. 

 

4. Water Supply Services 

4.1 Connected Properties 
4.1.1 Subject to the Water Act 1989, where a person requests connection to a service that is 

available, Coliban Water must connect, or approve connection to, the person’s property 
within 10 business days or such later date as agreed if:  
• the customer has paid or agreed to pay all applicable connection (including 

augmentation) fees; and 
• the customer has complied with all reasonable terms and conditions of connection 

imposed by Coliban Water. 

 
4.1.2 If a customer’s property is connected directly to Coliban Water’s reticulated water system, 

then Coliban Water must supply the customer with water supply services in accordance 
with the ESC Customer Service Code, except if the water supply is restricted or 
disconnected in accordance with clause 9, or where ‘Supply by Agreement’ conditions 
override this Charter. 

 
4.1.3 Coliban Water will not charge a customer for water access while the land remains vacant 

and services are not connected. 

 
4.1.4 Customers who connect via a ‘Supply by Agreement’ may have specific conditions 

included in their 1st and 2nd Schedules in relation to continuity, quality and/or pressure of 
their water supply service.  Such conditions override the conditions outlined in this 
Customer Charter.  Refer Section 4.9. 
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4.1.5 Construction of water mains construction to service new connections is the responsibility of 

the property owner/developer. A “Developer Installed Works” information brochure is 
available on request. 

 
4.2 Flow Rate 
4.2.1 Coliban Water must ensure that customers’ water supply is at the minimum flow rate 

shown in this table: 

 

Diameter of the property service pipe (mm) 20 25 32 40 50 

Minimum flow rate (litres per minute) 20 35 60 90 160 

 

Note that: 
• single residential properties (houses) usually have a property service pipe of 20 mm 

diameter; 
• the flow rate is measured at the water meter (or where no meter is installed, at the tap 

at the property boundary); 
• otherwise, the flow rate is measured at the outlet of the property service pipe.  For 

safety reasons, measurement at the outlet of the water meter should only be done by 
Coliban Water or a licensed plumber. 

 

4.2.2 However, Coliban Water is not required to provide a customer with the minimum flow rate if: 
• a property owner’s infrastructure falls short of the required condition and the property 

service pipe is the customer’s responsibility (see Clause 11.1); 

• a service is provided via a private extension (Supply by Agreement); 

• there is a drought or an emergency; 

• there is a water shortage due to peak summer demand; 

• there is an unplanned or planned interruption; 

• recycled water is reduced due to a shortage; 

• recycled water is reduced in accordance with Coliban Water’s permitted use rules; 

• supply is restricted or disconnected in accordance with this code; or 

• the Water Act 1989 allows. 

 

The flow rate must be measured at the meter or the tap nearest the meter assembly. 

 

4.3 Drought and Emergency Response Plans 
4.3.1 In the case of drought or an emergency, the use of water may be restricted or prohibited in 

accordance with a schedule of restrictions (Bylaw) contained in the drought response plan 
or the emergency response plan of Coliban Water, as approved by the Minister. An up to 
date copy of our drought response plan and emergency response plan are available at our 
offices for inspection, on request. 

 
4.3.2 Before submitting a drought response plan or emergency response plan to the Minister for 

consideration, Coliban Water must advertise draft plans and call for submissions from the 
public, in a newspaper circulating generally in any area capable of being affected by the 
plan. 
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6.2 Limits on Recycled Water Services 
6.2.1 Coliban Water may refuse to provide a recycled water service if the customer has not 

either entered into a recycled water agreement in a form acceptable to Coliban Water, or 
otherwise received the consent of Coliban Water. Coliban Water may discontinue a 
recycled water service if the customer breaches the applicable permitted use rules. 

 
6.2.2 Coliban Water must advise customers of the standards and requirements necessary for 

entering a recycled water agreement for obtaining consent. 

 
6.3 Rainwater, Composting Toilets and Re-use of Domestic 

Wastewater 
6.3.1 This Charter does not prevent customers from: 

• collecting and using rainwater for their own use; 
• installing a composting toilet which does not require connection to Coliban Water’s 

water or wastewater systems; 

• diverting domestic wastewater for non-drinking purposes, such as watering the 
garden, subject to the necessary requirements of the Building Act 1993 being met.  

 
6.3.2 Health and/or environmental considerations are to be taken into account in installing these 

systems and local council, EPA, or other approval may be required. 

 

7. Coliban Water’s Charges and Methods of Billing 

7.1 Schedule of Fees and Charges 
Coliban Water’s annual ‘Schedule of Fees and Charges’ is available on the website at 
www.coliban.com.au. A copy will be posted to customers, upon request. 

 

7.2 Liability for Charges 
7.2.1 The property owner is liable for all water and wastewater access charges levied in relation to their 

property. Owner-occupiers are also liable for consumption charges. 

 
Tenants and caravan park residents are only liable for water consumption charges if their 
supply of water is measured by a meter, and the property is separately metered. 

 
A new tenant (or landlord) should notify Coliban Water of their contact details; and Coliban 
Water will read the meter within 48 hours of receiving that notification. 

 
A new tenant may be held liable for water consumption from the last meter read (even if 
prior to their occupancy) if they fail to notify Coliban Water of their occupancy date.  

 
7.2.2 If the property is not separately metered, the property owner remains liable for water 

consumption charges. 

 
7.2.3 Owners of properties may be eligible for a rebate on their water and wastewater service 

charges where it is used predominantly for not-for-profit activities associated with: 

• education purposes; 

• hospitals and nursing care; 

• religious worship; 
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• outdoor sporting and recreational activity; or 

• charity. 

 
7.2.4 Holders of CentreLink or DVA pension or Health Care Cards (HCC) may be eligible for 

concessions on their accounts. Call 1300 363 200 to register concession details, or obtain 
more information about rebates. 

 
7.3 How Charges May be Varied 

Coliban Water may vary charges to customers subject to the Water Act 1989 and any 
relevant determination of the Essential Services Commission. Coliban Water must notify 
customers of any variation in charges for services on or with the first bill after the decision 
to vary the charges has been made. Coliban Water may calculate a pro rata charge to 
effect a variation in charges where the variation date falls within a billing period. These 
charges include (but are not limited to): 

• service (access) charge for water and/or wastewater; 

• consumption charges; 

• the wastewater disposal charge (trade waste customers); 

• project management fees for Developer Installed Works; 

• trade waste service charges; 

• water meter removal and testing charge; 

• withdrawal and restoration of water charge (restriction of properties); and 

• sanitary service charge for properties otherwise exempt from usage charges. 

 
7.4 Contribution to Headworks (Augmentation) 
Under the Water Act 1989 and in the context of any determination of the ESC, Coliban Water will 
levy appropriate headworks charges for newly serviced allotments for water and sewerage. These 
charges are a charge on the property, for which the owner is liable. 

 
7.5 Notification of Price Changes 
7.5.1 Coliban Water will notify customers of any change in charges (where applicable) with their 

first bill as soon as practicable after the decision to make the change has been taken, 
including the following: 

•  the service charge for water and/or wastewater; 

• the water consumption charge; 

• the wastewater volume charge; 

• trade waste charges. 

 
7.5.2 Coliban Water will also make a public statement in a newspaper generally circulating in the 

area detailing any change in the charges. 

 

7.6 Calculation of Wastewater Disposal Charge 
Non-residential customers may apply in writing to Coliban Water for an alternative method of either 
measuring or estimating the volume of wastewater disposed of if they consider that the current 
formula substantially and systematically overstates the volume of wastewater disposed from their 
property. Customers must provide reasons in support of their application. Further information can be 
obtained by calling 1300 363 200. 

 
7.7 When Bills Are Sent 
7.7.1 Residential customers will generally be sent bills quarterly, unless otherwise agreed, for 

water and wastewater charges shortly after Coliban Water has read the meter or estimated 
the meter reading as set out in clause 10. 

 

 
D A T E D :  7  M A Y  2 0 0 9  

U R B A N  C U S T O M E R  C H A R T E R  Page 12 



 

 
7.7.2 Non-residential customers with high water usage and wastewater discharge may be billed 

monthly for these charges; the bills will be sent shortly after Coliban Water has read the 
meter or estimated the meter reading as set out in clause 10.   

 
7.7.3 Other non-residential customers, unless otherwise agreed, will be billed quarterly for water 

and wastewater charges shortly after Coliban Water has read the meter or estimated the 
meter reading as set out in clause 10.  

 

7.8 How Bills Are Sent 
7.8.1 Coliban Water may issue a bill to: 

• the customer at the address nominated by the customer;  

• by either physical or electronic means, at the customer’s request; 
• where the customer has made a written request of Coliban Water to do so, the 

customer’s agent at the address specified in the request; or 
• a person authorised to act on behalf of the customer at the address specified by the 

person. 

 

7.8.2 If a customer has not notified Coliban Water of an address, the bill will be sent to: 

• the address of the property at which the charges in the bill have been incurred; or 
• the customer’s last known postal address 

 

7.9 Content & Presentation of Bills 
7.9.1 Coliban Water must separately itemise the following charges on any bill issued: 

• any service charge (water and/or wastewater); 

• the consumption charge for each service to the property (including meter reads); 

• any other charge in connection with the provision of services provided; and 

• any other charges. 

 

7.9.2 A bill issued by Coliban Water must contain the following information: 

• the date of issue; 

• the customer’s billing address and account number; 

• the address of the property to which the charges in the bill relate; 
• the date on which the meter was read, or if the reading is an estimation, a clear 

statement that the reading is an estimation; 

• the amount the customer is required to pay; 

• the date by which the customer is required to pay; 

• the ways in which the customer can pay the bill; 
• information about help that is available if the customer is experiencing difficulties 

paying (Hardship Policy); 
• details of the Coliban Water’s enquiry facility, including a 24 hour emergency 

telephone number; 

• referral to interpreter services offered by Coliban Water; 

• any outstanding credit or debit from previous bills; 

• the total of any payments made by the customer since the last bill was issued; 
• information on concessions available and any concession to which the customer may 

be entitled; 
• the average daily rate of water or recycled water use at the property for the current 

billing period. 
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7.9.3 Coliban Water must display on each quarterly bill a graphical illustration of the residential 
customer’s current water usage and, to the extent that the data is available: 

• the customer’s usage for each billing period over the past 12 months; 
• a comparison of the customer’s usage with the customer’s usage for the same period 

of the previous year.  

 
Coliban Water need not include a graphical illustration on a quarterly bill when it is the 
customer’s first account at that property. 

 
7.9.4 Upon request by a customer, Coliban Water must provide the customer’s account and 

usage history for the preceding three years within 10 business days, or other period by 
agreement.  Coliban Water may impose a reasonable charge for providing a customer’s 
account and usage history held beyond three years in accordance with the relevant Public 
Record Office Standard General Disposal Schedule for the Records of Water Authorities. 

 

7.10 Adjustment of Bills 
7.10.1 Undercharging 

7.10.1.1 Coliban Water may recover from a customer an amount undercharged if: 
• the amount to be recovered is limited to the amount undercharged in the 

12 months prior to Coliban Water notifying the customer that 
undercharging has occurred (except in the case of illegal use); 

• the amount to be recovered is listed as a separate item and is explained on 
or with the customer’s bill; 

• it allows the customer to pay the amount to be recovered over a time 
period equal to the period in which undercharging occurred, up to a 
maximum of 12 months; and 

• it allows the customer to pay the amount to be recovered through Coliban 
Water’s flexible payment plan in accordance with clause 8.4. 

 
7.10.1.2 Where Coliban Water has undercharged a customer as a result of the 

customer’s illegal use of water, Coliban Water may – 

• estimate the usage for which the customer has not paid; 

• take debt recovery action for the unpaid amount; 

• take action in accordance with clause 9.2.1. 

 
7.10.1.3 Coliban Water may also exercise any other rights available to it if a customer’s 

illegal use of water is detected. 

 

7.10.2 Overcharging 
7.10.2.1 Where a customer has been overcharged as a result of an error by Coliban Water, 

Coliban Water must inform the customer accordingly within 10 working days of 
Coliban Water becoming aware of the error, and refund or credit the amount 
overcharged in accordance with the customer’s instructions. 

 
7.10.2.2 If the customer has been overcharged as a result of an inaccurate meter (see 

clause 10.5) Coliban Water will refund or credit any amount overcharged. The 
amount will be calculated by assuming that the meter was reading high during 
the customer’s current billing period and previous billing period. 

 

7.10.2.3 No interest shall accrue to a credit or refund as a result of overcharging. 
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7.11 Giving Notice When Vacating 
7.11.1 Under the Water Act 1989, residential tenants are required to give Coliban Water at least 

48 hours notice before vacating a property, so that a final reading of the meter can be 
made, if Coliban Water believes this is required, to determine the final bill for water usage 
charges and, if appropriate, wastewater volume and trade waste charges.  

 
7.11.2 A residential tenant who fails to notify Coliban Water that they are vacating the property will 

remain liable for any further water usage and wastewater volume charges and, if 
appropriate trade waste charges, incurred at that property, until the meter is next read. 

 

7.12 Special Meter Readings 
Upon request by the customer, Coliban Water must determine a customer’s outstanding charges 
outside of the normal billing cycle. Coliban Water may calculate the outstanding charges by: 

• arranging for a special meter reading at a reasonable charge payable by the customer; or 

• providing an estimated bill at no cost to the customer.  

 

8. Paying the Bill 

8.1 When Payment is Due 
A customer must pay the amount set out in a bill within 28 days of receiving the bill, unless an 
agreed payment arrangement is entered into.  A customer is assumed to receive a bill 2 working 
days after Coliban Water sends it to them in accordance with clause 7.7. 

 

8.2 How Payment Can Be Made 
8.2.1 Coliban Water accounts may be paid by any of the following payment methods:  

• in person at a network of agencies or payment outlets (including Australia Post); 

• by CentrePay;  

• by mail; 
• by direct debit under a payment arrangement agreed by the customer, Coliban Water 

and the customer’s bank; 

• by phone, using credit cards; or 

• over the internet by BPay or by Post Billpay  

 
NOTE: Full details of payment options and contact numbers can be found on the back of all 
Coliban Water accounts. 

 
8.2.2 Where a customer is to be absent for a long period (e.g.: on a holiday or due to an illness) 

and is unable to arrange payment by one of the above methods, Coliban Water must offer 
payment in advance facilities and/or redirection of the customer’s bill as requested by the 
customer in writing 

 
8.3 Concessions 
8.3.1 Customers are eligible for State Government funded concessions for their service charges 

and/or usage charges where liability to pay exists under clause 7.2, if they hold one of the 
following recognised concession cards: 

• a pensioner concession card 

• a health care card 

• a health benefits card 

• a dependent treatment entitlement card (for war widows), or 

• a personal treatment entitlement card, including the TPI category 
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8.3.2 Coliban Water will ensure that concessions will be credited to a customer’s account, upon 

receipt of relevant details. Pension verification will be undertaken via Department of Human 
Services on a regular basis. 

 
8.3.3 Customers should contact Coliban Water for more details.  On request, information about 

concessions will be provided in languages other than English. 

 
8.4 Flexible Payment Plans 
8.4.1 Customers may tell Coliban Water that they wish to pay their bills by flexible payment plan, 

if they are having difficulties paying their bills, or are in arrears.   

 

8.4.2 Coliban Water may ask a customer who is in arrears to pay by flexible payment plan. 

 
8.4.3 In either case, Coliban Water will offer the customer a flexible payment plan which is 

consistent with the customer’s capacity to pay, but will generally aim to arrange a flexible 
payment plan no greater than 12 months in length. Under a flexible payment plan, the 
customer pays an agreed amount each period (usually fortnightly). A flexible payment plan 
must: 

• state how the amount of the payments has been calculated; 

• state the period over which the customer will pay the agreed amounts; 

• specify an amount to be paid in each period; 
• be able to be renegotiated at the request of a customer if there is a demonstrable 

change in their circumstances; and 

• be confirmed prior to or as soon as practicable after the flexible payment plan 
commences in writing to the customer. 

 

8.4.4 Coliban Water is not required to offer a customer a flexible payment plan if the customer has: 
• in the previous 12 months, had 3 flexible payment plans cancelled due to non-payment 

unless the customer provides reasonable assurance to Coliban Water that the 
customer will comply with the plan (reasonable assurance means, in relation to a 
customer’s offer to pay, a fair and reasonable expectation (based on all the 
circumstances leading to, and which are anticipated to follow, the offer) that the 
customer will meet the terms of the offer; or  

• if the customer has the capacity to pay their bills and any arrears without a flexible 
payment plan (as assessed by an independent financial counsellor). 

 
8.4.5 Coliban Water will have regard to the requirements to the Consumer Credit Code in 

negotiating terms and payments of any agreement with customers. 

 
8.5 Payment Difficulties 
Coliban Water will assist customers, on a case-by-case basis, who have payment difficulties by: 
• making provision for alternative payment arrangements in accordance with a customer’s 

capacity to pay including: 

− offering a range of payment options, including flexible payments in accordance with 
clause 8.4; or 

− redirection of the bill to another person for payment provided that person and Coliban 
Water agree in writing; 

• providing for written confirmation of an alternative payment method referred to in clause 8.4 
to be sent to customers within 10 business days of an agreement being reached; 

• offering to extend the due date for some or all of an amount owed; and/or 
• where appropriate, referring customers to government funded assistance programs 
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(including the Utility Relief Grant Scheme), or an independent financial counsellor at no cost 
to the customer. 

 
8.6 Hardship Policy  
Definition of Customer Experiencing Financial Hardship:  
A customer experiencing financial hardship is someone who is identified either by themselves, 
Coliban Water, or an independent accredited financial counsellor as having the intention but not 
the financial capacity to make required payments in accordance with Coliban Water’s payment 
terms. 

 

8.6.1 Coliban Water’s Hardship Policy provides an internal assessment process to determine a 
customer’s eligibility using objective criteria as indicators of hardship, and is designed to 
make an early identification of a customer’s hardship. A copy is available on request, or 
can be downloaded from our website at www.coliban.com.au. Customers experiencing 
financial hardship are encouraged to call our Contact Centre on 1300 363 200 for a 
confidential discussion on their payment difficulties and options to assist them.  

 

8.6.2 Coliban Water will: 
• ensure customers in hardship are treated with sensitivity and without making value 

judgments; 

• exempt customers in hardship from supply restriction, legal action, and additional debt 
recovery costs while payments are made according to an agreed flexible payment 
plan or other payment schedule; 

• offer a range of payment options in accordance with the customer’s capacity to pay; 
• provide for written confirmation of any alternative payment method to be sent to 

customers within 10 business days of an agreement being reached; 

• offer information and referral to government assistance programs (including the Utility 
Grant Relief Scheme) and no-cost independent financial counsellors;  

• offer information on water efficient appliances, and ways to reduce water 
consumption; and  

• offer information about Coliban Water’s dispute resolution policy, and the customer’s 
right to lodge a complaint with EWOV and any other relevant external dispute 
resolution forum, if their hardship claim is not resolved to their satisfaction by Coliban 
Water.  

 
8.7 Direct Debits  
8.7.1 If a customer asks or agrees to pay Coliban Water directly from a bank account or any 

other method as may be permitted from time to time by the banking industry (whether or 
not by instalments), the amount (which may include the full bill or an agreed instalment) 
and frequency of those payments will be as agreed by the customer and Coliban Water in 
writing.  

 

8.7.2 No other amount will be deducted unless the customer gives express written agreement. 

 
8.7.3 A customer may verbally provide Coliban Water with their credit account details in order to 

pay for one instalment or full bill.  Coliban Water must obtain a customer’s agreement in 
writing for each subsequent instalment or bill payment using this initial authorisation.  
However, credit card accounts cannot be nominated as the account for use with ongoing 
direct debit arrangements. 

 
8.7.4 Coliban Water will not require customers to agree to direct debit as a condition of their 

water supply.  
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8.8 Collection Cycle 
8.8.1 All reasonable efforts will be taken by Coliban Water to provide assistance to customers 

with payment difficulties during the collection cycle.  

 
8.8.2 If a customer fails to pay by the date set out in the bill, Coliban Water or an authorised 

agent working on behalf of Coliban Water will send a reminder notice which will state 
information on assistance available as set out in clause 8.4. 

 
8.8.3 If a customer fails to pay within 5 working days of receipt of this reminder notice, a final 

notice will be sent which: 

• specifies the assistance which is available;  
• advises that the bill is overdue and must be paid for the customer to avoid legal 

disconnection or restriction action; and  

• cautions that, if legal, restriction or disconnection action is taken, a customer may incur 
additional costs relating to the fixing of a restricting device, disconnection or in relation 
to the legal actions taken. 

 
8.8.4 Legal action or restriction of the water supply relating to amounts charged by Coliban 

Water will not occur unless: 

• at least 14 working days have elapsed since the reminder notice has been sent; 
• the customer has been sent a warning notice, including information on programs that 

are available to help people with payment difficulties (refer clause 8.5); and  

• an authorised person, on behalf of Coliban Water, has attempted to make further 
contact with the customer about the non-payment by means of a visit, telephone call or 
mail and, in the case of restriction, the customer has been notified of the date of the 
proposed restriction; and 

• the customer has been offered a flexible payment plan consistent with the customer’s 
capacity to pay as set out in clause 8.5, and has failed to respond or refused to agree 
to it; or 

• the customer has agreed to a flexible payment plan consistent with the customer’s 
capacity to pay, but has failed to comply with the arrangement and failed to pay the 
amount owed. 

 
8.8.5 For the purposes of this clause, customers are deemed to receive a brochure, bill or notice 

2 working days after Coliban Water sends it. 

 
8.8.6 Restriction will not occur unless all other avenues to resolve outstanding debt have been 

utilised. 

  

8.9 Charge for Dishonoured Payments 
Coliban Water may recover from the customer the administrative fee charged by its bank if a 
customer pays:  

• by cheque, and the cheque is dishonoured; or  
• by a direct debit from a bank account, and insufficient funds are available, except in 

circumstances where Coliban Water knows a customer is receiving a Government pension or 
benefit and late payment of that pension or benefit has occurred. 
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9. Restriction or Disconnection of Water and 
Wastewater Services 

9.1 For non-payment 
9.1.1 If a customer does not pay an amount owed to Coliban Water, then Coliban Water may 

restrict the supply of water to the customer or take legal action under the Water Act 1989. 

 

9.1.2 Exceptions: Coliban Water will not apply a restriction device to a customer’s water supply if: 
• the amount owed by the customer is less than $120, unless the customer has failed to 

pay consecutive bills over a period of not less than 12 months; 

• the customer has registered with Coliban Water as requiring a supply of water, for 
health reasons, as set out in clause 4.8; 

• it is a Friday, a weekend, a public holiday, or the day before a public holiday, or after 
3.00 p.m. on a weekday; 

• the customer is eligible and has lodged a claim for a Government-funded concession, 
but has not yet been granted the concession; 

• the customer has applied for a Utility Relief Grant and the claim has not yet been 
decided; 

• it is a day of Total Fire Ban in the area concerned; 
• there is a dispute between the customer and Coliban Water about the amount unpaid 

which has not been resolved as set out in clause 15.3.   However restriction or 
disconnection may result if the customer does not pay any amount which is not in 
dispute;  

• the customer is a tenant and the amount unpaid is owed by the property owner; 
• the customer is a tenant and has lodged, and provided proof to Coliban Water of, a 

claim with the Residential Tenancies Tribunal against the landlord for the amount 
unpaid, and the claim has not been decided; or 

• the customer is a commercial tenant, in which case the debt will be returned to the 
property owner for settlement after a second default of payment for outstanding rates 
has occurred. 

 
9.1.3 Coliban Water must not take action to restrict the supply of water or take legal action 

unless it has taken the steps detailed in clause 8.8. 

 

9.2 For Other Reasons 
9.2.1 Coliban Water may restrict or disconnect the supply of water or wastewater to a customer 

(including a ‘Supply by Agreement customer) if Coliban Water believes that: 

• private works for the supply of water to the customer are inadequate or not properly 
constructed or maintained, and the property owner has been served notice to repair 
or carry out maintenance on those private works, and the notice has not been 
complied with; or 

• the customer has breached any provision of the Water Act 1989 dealing with the use 
or taking of water, or 

• the customer has refused entry to an employee or contractor of Coliban Water who 
was investigating such a breach. 

 
9.2.2 Coliban Water may disconnect a property from its system if the owner or owner/occupier 

has failed to comply with a notice from Coliban Water to: 

• remedy a breach of the Water Act 1989,; or  

• disconnect the property from Coliban Water’s system. 
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9.3 Minimum Flow Rate During Restriction 
9.3.1 Where Coliban Water restricts the supply of water, the flow rate will be at least 2 litres per 

minute at the tap nearest the meter.   

 
9.3.2 Customers who believe that restriction of water to their property will cause a health hazard 

should contact Coliban Water. 

 
9.3.3 Where the customer has a restricted water supply for more than 30 days, has outstanding 

debt greater than $1000.00 and all steps outlined in clauses 8.6 and 8.8 have been utilised 
to attempt to secure payment of the outstanding amount, Coliban Water may disconnect 
the customer from Coliban Water’s system.   

 
9.3.4 Where a customer has been fully disconnected for non-payment of outstanding fees, 

Coliban Water will restore the customer’s service as per 9.4.2 once the outstanding debt 
has been satisfied, and a reconnection fee has been paid. 

 

9.4 Restoring Supply 
9.4.1 If a customer’s water supply has been restricted or disconnected, or wastewater service 

disconnected, Coliban Water will restore the service following: 

• payment of bills for which the restriction or disconnection occurred; or  

• agreement with the customer on how those bills will be paid; or 

• rectification of the reason for restriction or disconnection; and 

• payment of any restriction or restoration fee set out in the Schedule of Charges. 

 
9.4.2 Coliban Water will restore the customer’s service within 24 hours, or on the same day if the 

above conditions are met before 3pm. 

 

9.5 Disconnection by the Customer 
9.5.1 Under the Water Act 1989, a customer who owns a property may, with Coliban Water’s 

written consent, disconnect the property from the water main or sewer branch to which it is 
connected.  

 
9.5.2 Coliban Water can only consent to disconnection where such disconnection of the 

customer’s property from its water and/or wastewater systems would not endanger public 
health or the environment; and where the customer has the written approval of the EPA 
and their local government authority. 

 

9.6 Powers of Sale or Transfer 
If an amount owed by a customer remains outstanding for not less than 33 months, and 
Coliban Water intends to exercise its power of sale or transfer in accordance with the 
Water Act 1989, Coliban Water must notify the customer in writing (in the same manner in 
which it sends bills under clause 7.9) of: 

• its powers under the Water Act to sell or transfer the property; 

• details of the debt which gives rise to those powers; 

• when it intends to exercise its power of sale or transfer; and 

• the process and consequences of those actions. 

 

 

 
D A T E D :  7  M A Y  2 0 0 9  

U R B A N  C U S T O M E R  C H A R T E R  Page 20 



 

10. Meters 

10.1 Measuring Water Supplied 
The customer will only be charged for the volume of water measured by a meter except where the 
meter has failed a test in accordance with clause 10.5 or an estimate has been required in 
accordance with clause 10.6. 

 

10.2 Installation 
10.2.1 A meter can only be installed at the initiative of Coliban Water, the property owner or the 

Body Corporate.   

 
10.2.2 Installation costs for new properties will be the responsibility of the property owner. Costs 

for installing new meters in existing properties will be the responsibility of the party who 
requested the installation. 

 

10.2.3 The meter is owned by Coliban Water once it has been installed and must be: 

• supplied or approved by Coliban Water; 

• installed by a licensed plumber or Coliban Water; and  
• maintained by Coliban Water at no extra cost to the customer unless the customer has 

damaged the meter. 

 

10.3 Ensuring Access 
10.3.1 The Water Act 1989 s142(1)(b) allows that Coliban Water may determine the appropriate 

position of a customer’s meter. For this purpose, Coliban Water requires adherence to 
Australian Standard AS3500 Section 13.2 ‘Location of Water Meters’. Coliban Water 
requires customers to ensure that the meter is accessible for reading, testing, inspection 
and replacement by Coliban Water. 

 
10.3.2 Coliban Water may serve notice on the customer to make the meter accessible, under 

provisions of the Water Act 1989. 

 
10.3.3 Residential property owners must make every effort to install the meter where it can be 

read without the meter-reader having to enter the residence. The same obligation applies 
to Coliban Water if it installs the meter. 

 
10.4 Readings by the Customer 
If Coliban Water is unable to gain access to read the meter on a customer’s property, the customer 
may be asked to read the meter within 24 hours and advise Coliban Water. 

 

10.5 Meter Testing 
10.5.1 Coliban Water may at any time, and must within 10 working days of a request from a 

customer, test the meter which has been installed to measure and record the amount of 
water supplied to the customer to ascertain whether or not the meter is accurate.  

 
10.5.2 Before testing the meter, Coliban Water may first ask the customer to perform a test to 

show whether there is a leak in the pipes on the customer’s property. 

 
10.5.3 If required, Coliban Water will arrange for a test to be conducted by an authorised agent 

consistent with the requirements of the Utility Meters (Metrological Controls) Act 2002, and 
calculate the measurement error: 
• in accordance with a method which is representative of customers’ consumption 
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patterns; and 

• any method which has been approved by the National Standards Commission. 

 
10.5.4 If the test shows that the meter is reading high by an error measurement greater than 2% 

Coliban Water will – 

• replace the meter at our expense;  

• not charge the customer for the test; and 

• refund or credit any amount overcharged in accordance with clause 7.10.2. 

 
The customer will be required to meet the cost of the test if the meter is shown to be 
accurate to within +/-2% tolerance. 
 

10.5.5 A copy of the test report will be provided to the customer within 5 days of Coliban Water 
receiving the test report. 

 

10.6 Estimated Meter Readings 
10.6.1 Coliban Water must use reasonable endeavours to ensure that all customers have an 

actual meter reading every billing cycle, or otherwise at least once every 12 months.  
However Coliban Water may estimate the reading if the meter is inaccurate, as set out in 
clause 10.5. 

 
10.6.2 In estimating the reading Coliban Water will base the estimate on the customer’s usage 

history at the property (if available), using any method specified under the Water Act 1989. 

 

11. Responsibilities for Maintenance 

11.1 Plumbing and Pipes 
All on site plumbing work from the outlet of any water meter or upstream from the wastewater 
property connection point on the wastewater main must be undertaken by a licensed or registered 
plumber, as required by Part 12A of the Building Act 1993. 

 
If customers are uncertain about whether they or Coliban Water are responsible for water or sewer 
repairs, they are encouraged to ring 1300 363 200. 

 
Water 
The responsibilities of the property owner and plumber are also set out in Part 12A of the Building 
Act 1993. Specific responsibilities are: 

 

11.1.1 Between the meter and taps: 
The property owner is responsible for maintaining all plumbing from the taps and 
appliances to the meter assembly, or to the property boundary where there is no meter 
assembly. 

 

11.1.2 Between the meter and stop tap: 
Coliban Water is responsible for maintaining the meter assembly, including the stop tap at 
the meter. 

 

11.1.3 Between main and meter (property service pipe): 
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The property owner is responsible for maintaining the service pipe between main and 
meter assembly (or property boundary where there is no meter) if it is over 50mm in 
diameter. 

 
Coliban Water is responsible for maintaining the service pipe between main and meter 
assembly (or property boundary where there is no meter assembly) if it is 50mm in 
diameter or less. 

 
Note: ‘Supply by Agreement’ customers are responsible for maintenance of the property 
service pipe up to the point at which it connects into Coliban Water’s asset. 

 
However, if Coliban Water replaces a galvanised iron property service pipe for any reason 
other than it was leaking, the property owner is responsible for the cost of replacement. 

 
In the case of a single residential dwelling the property owner is only responsible for the 
cost of replacement up to $500, with Coliban Water being responsible for the cost in 
excess of $500. 

 

11.1.4 On common Property 
Coliban Water is only responsible for the water service up to and including the first isolation 
valve inside the property boundary.  The property owners are responsible for the water 
service from this point up to, and including, all domestic plumbing. 

 

11.1.5 Private extensions (‘Supply by Agreement’) and fire services: 

The property owner is responsible for maintaining: 

• private fire services up to and including the fittings at the water main; 

• private extensions or trunk services up to and including the ferrule; and 

• property service pipes from private extensions. 

 

11.1.6 Backflow prevention devices 
The property owner is responsible for maintaining any backflow prevention device that has 
been installed at the outlet of the meter.  All new connections and replacement meters will 
have backflow prevention devices installed. 

 
Sewer 
11.1.7 Wastewater pipes 

The property owner is responsible for maintaining all sanitary plumbing, fixtures and below 
ground sanitary drainage up to the point of connection with Coliban Water’s sewer main, 
excepting where: 

• For any part of the jump up greater than 2 metres below the natural surface, in which 
case, Coliban Water will accept responsibility for repairs to the jump up from the main 
to a depth of 2 metres below the natural surface, so long as the jump up is no greater 
than 3 metres from the point of connection with Coliban Water’s sewer main; or 

• Repair to the service drain at grade is under a road reserve roadway, in which case 
Coliban Water may assume responsibility for repairs to the service line from the jump 
up or property boundary, whichever is closer to the main. 

 

11.1.8 Combined drains 
Where a property’s sewerage service is by means of a combined drain, the property 
owners have a shared responsibility for maintenance and repair up to the point of 
connection to the main. 
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11.1.9 Cut and Seal of Sewer Pipes 

The property owner is responsible for cut and seal of sewer drains at the main. 

 
Any variation from this practice will require the approval of the Authority prior to the works 
being undertaken (Chief Executive or Executive Manager). 

 

Variations, which could gain approval to vary the point of cut/seal, may include: 
• The depth of the drain at grade being greater than 2 metres at which point the cut and 

seal may be approved at the property boundary; 

• Exceptional circumstances in relation to accessing the main; or 
• The drain at grade being under a road reserve requiring excavation of the roadway to 

cut and seal. 

 
11.2 Notice to Repair 
11.2.1 A property owner may be required to undertake maintenance work under the Water Act 

1989 or the Building Act 1993. 

 
11.2.2 Under circumstances specified in the Water Act 1989, Coliban Water may deliver notice to 

a property owner requiring the property owner to: 

• maintain works on the property; or 

• remedy a contravention of the Act, or a requirement made by Coliban Water under the Act. 

 
11.2.3 If the property owner fails to comply, the Water Act 1989 provides that Coliban Water may 

take the action specified in the notice and charge the owner the reasonable costs for which 
the owner is responsible. 

 
11.2.4 The time for compliance specified in the notice given to a property owner to take the action 

specified will be reasonable, and not less than 48 hours after the notice has been delivered. 

 
11.2.5 If Coliban Water has been advised that a tenant occupies the property, a copy of the notice 

will be forwarded to that tenant, for information. 

 

11.3 Removal of Trees 
11.3.1 If Coliban Water decides that a tree on a property is obstructing or damaging its water or 

wastewater system, or is likely to do so, it may require the property owner to remove the 
tree under the Water Act 1989. Coliban Water must first give the property owner 7 working 
days notice in writing. If the property owner believes that the decision of Coliban Water is 
unreasonable he or she may, within that 7-day period, apply to Coliban Water to have the 
decision reviewed.  

 
11.3.2  If Coliban Water still decides that the tree is to be removed and the property owner still 

does not agree with this decision, he or she may apply to the Victorian Civil & 
Administrative Tribunal to have the decision reviewed. 

 
11.3.3 If the property owner does not apply to the Tribunal, and does not remove the tree, then 

Coliban Water may give notice that if the tree is not removed within 21 days, it will remove 
the tree and recover the reasonable cost of removal from the property owner. 

 
11.3.4 Compensation may be required to be paid by Coliban Water to the property owner if the 

tree required to be removed is on land over which: 

• no easement exists in favour of Coliban Water; or 

• no easement exists for water supply, wastewater or drainage purposes. 
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11.3.5 If Coliban Water has been advised that a tenant occupies the property, a copy of the notice 

will be forwarded to that tenant, for information. 

 

11.4 Building Work by the Customer 
Under the Water Act 1989, customers must not, without the prior consent of Coliban Water, 
undertake any building or construction work: 

• which may interfere with Coliban Water’s water supply or wastewater systems; 

• over easements for water supply, wastewater or drainage purposes; 

• over, or next to Coliban Water’s water supply and wastewater systems. 

 
11.5 Altering Connections 
Under the Water Act 1989, customers must not alter any works connected to Coliban Water’s works 
without Coliban Water’s consent. 

 

11.6 Damage and Illegal work 
Coliban Water is not responsible for any damage caused by a customer; or illegally connected 

rvices. se

 

12. Works by Coliban Water 

12.1 Customer Notice for Planned Works 
Coliban Water will sometimes need to carry out planned construction works, and will provide 2 
working days notice to customers where their properties are likely to be affected by these works; 
and 7 working days notice where access to their properties is likely to be required for these works. 

 

12.2 Notice in Emergencies 
In an emergency, Coliban Water will inform customers, wherever possible, when it needs to enter 
their property to inspect or maintain Coliban Water’s water supply and wastewater system. 

 
12.3 Restoring the Street or Property 
Where Coliban Water opens or breaks up the soil or pavement of any street or property, it will as soon as 
reasonably possible:

• fill in the ground;  

• ensure that the street is repaired by the local council; and 

• remove any rubbish caused by Coliban Water; 
so as to leave the street or property in a state as near as possible to the state it was in prior to the 
work done by Coliban Water. 

 

12.4 Safety Fencing and Lighting 
12.4.1 Coliban Water will also ensure that where any soil or pavement on any street has been 

opened or broken up by it, that those areas are properly barricaded and, where 
appropriate, lit, so they do not constitute a hazard. 

 
12.4.2 This will be done in accordance with any standards set by Vic Roads and/or any other 

applicable health and safety standards. 
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13. Entry onto Customer’s property by Coliban 
Water 

13.1 Reasons for Entry 
Under the Water Act 1989, Coliban Water may enter a customer’s property: 
• to inspect, read, test or replace the meter, carry out planned works, inspect new drainage or 

plumbing connections, alter existing connections, or restrict the water supply in accordance with 
Section 9 of this Charter; 

• in an emergency; 

• to inspect works or make any test to find out whether the Water Act 1989 is being complied with; 

• to remove trees as set out in clause 11.3; or 

• for trade waste inspections. 

 
13.2 Customer Notice 
13.2.1 Under the Water Act 1989, Coliban Water must give a customer 7 days notice of entry onto their 

property for works, except in an emergency, or if the customer consents to a shorter time. 

 

13.2.2 No notice is required for meter readings or trade waste inspections. 

 

13.3 Times of Entry 
13.3.1 Under the Water Act 1989, Coliban Water must not enter residential properties outside the 

hours of 7.30am to 6.00pm unless: 

• the occupier consents; 
• Coliban Water has reasonable grounds for believing that the Water Act 1989 is not 

being complied with by the occupier; or 

• an emergency exists. 

 
13.3.2 In the case of trade waste inspections, this restriction on entry times does not apply.  

However Coliban Water must enter the property only at times it reasonably believes the 
property is in operation, unless it is an emergency. 

 
13.4 Impact on Customers’ Properties 
Under the Water Act 1989 s134, Coliban Water is required to ensure that, where its employees or 
contractors enter a customer’s property, they: 

• cause as little harm or inconvenience as possible;  

• only stay on the property for as long as is reasonably necessary; 

• remove all rubbish and equipment they have brought onto the property;  

• leave the property, as nearly as possible, in the condition that they found it; and 

• co-operate as much as possible with the owner and occupier of the land. 

 
13.5 Keys Held by Coliban Water or Contractor 
Where Coliban Water or its contractors hold keys to a customer’s premises, these will be held in 
safe custody and returned when the customer notifies Coliban Water of their vacation of the 
property. 

 
13.6 Identification and Entry When No-one on Premises 
Employees or contractors of Coliban Water must not enter a customer’s property without producing 
or displaying appropriate identification at the time of entering the property.  On entering a property, 
except for the purpose of reading an accessible meter, they must either: 
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• notify any occupant present of the representative’s purpose for entry; or 
• if no occupant was present at the property, leave a notice stating the representative’s identity, 

and the date, time and purpose of entry. 

 
13.7 Notifying Coliban Water of Dangers 
Customers are requested to advise Coliban Water’s employees and contractors of anything on their 
roperty that they know could be dangerous to the employees or contractors, such as a savage dog. p

 

14. Consultation and Information 

14.1 Involving Customers in Service Planning 
Coliban Water has a number of forums to enable the contribution of community expertise and 
advice to Coliban Water’s service planning and decision making process.  

 
14.2 Customer Survey 
14.2.1 Coliban Water will survey a representative sample of customers about the performance of 

Coliban Water at least once each year.  

 

14.2.2 The results will be published annually by Coliban Water. 

 
14.3 Monitoring of Water Quality 
Coliban Water is required to publish the results of its water quality monitoring programs annually, 
and will provide information on the water quality zone relevant to the customer within 5 working days 
of receiving the request. 

 
14.4 Requests for Information 
14.4.1 Coliban Water will respond to requests for information consistent with normal commercial 

practices, and in the case of written requests, within the time specified in clause 15.2. 

 
14.4.2 Coliban Water will provide a customer, or their representative with written authorisation, 

with copies of any documents it has concerning the customer’s billing history, subject to 
clause 14.4.3, which are reasonably available, within 10 working days or other period by 
arrangement.  

 
14.4.3 Coliban Water will ensure that the last 3 years of a customer’s billing history (volume of 

water used, charges and payments) is stored in such a way that information can be 
provided quickly and at no cost to the customer during a phone enquiry. 

 

14.4.4 Coliban Water will provide copies of the following materials to customers, upon request: 

• this Charter; 

• the results of the customer survey referred to in clause 14.2; 

• the results of the water quality monitoring program referred to in clause 14.3; 

• its water quality improvement programs; 

• educational material about water conservation; 

• current ‘Schedule of Fees and Charges’, including prices as per clause 7.1; 

• current lists of local offices and emergency telephone numbers; and 
• materials for customers with special communication needs, providing information 

about this Charter and Coliban Water’s water supply and wastewater services. 
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14.4.5 Coliban Water may impose a reasonable charge for providing a customer’s account and 
usage history held beyond three years in accordance with the relevant Public Record 
Office Standard General Disposal Schedule for the Records of Water Authorities. 

 
14.4.6 Under the Water Act 1989, any person may obtain an information statement in relation to 

any customer’s property, on payment of an application fee to Coliban Water. 

 

14.4.7 The information statement will specify: 

• any encumbrances and outstanding orders relating to the property; and 
• any outstanding amounts owed to Coliban Water, inclusive of charges for the billing 

period then in operation. 

 
14.4.8 Coliban Water must provide to customers upon request any regulatory instruments other 

than primary legislation under which it operates, including a copy of the ESC Customer 
Service Code. 

 
14.4.9 Coliban Water will provide, or provide access to, a telephone interpreter service (TIS call 

131450); and a TTY service (TTY call 13 36 77) for speech and/or hearing impaired 
customers. 

 

14.5 Privacy 
Coliban Water is obliged to collect, use and secure all personal information in accordance with the 
requirements of the ‘Information Privacy Principles’ contained within Schedule 1 of the Information 
Privacy Act 2000. Further information on Coliban Water’s obligations under the Act can be obtained 
by contacting 1300 363 200. 

 

15. Enquiries, complaints and dispute resolution 

15.1 Phone Enquiries 
15.1.1 A customer may telephone Coliban Water on 1300 363 200 during normal business hours 

to enquire about a bill, payment options, concession entitlements or other information 
about Coliban Water’s services. 

 
15.1.2 The customer will be given prompt, courteous and helpful replies and will be told the name 

of the person who is handling the enquiry. 

 
15.2 Written Enquiries 
15.2.1 Customers may also make written enquiries. The postal address is Coliban Water Box 

2770 Bendigo Delivery Centre  VIC  3554. 

 
15.2.2 If a customer asks for a written reply, Coliban Water will send one to the customer within 5 

working days of receiving the enquiry. The reply will either: 

• deal with the substance of the enquiry; or 

• tell the customer when they will receive such a reply, if the enquiry is a complex one. 

 
15.2.3 If a customer does not ask for a written reply, Coliban Water may answer the enquiry by a 

telephone call, within 5 working days of receiving the enquiry. 

 
15.3 Complaints and Disputes 
15.3.1  Complaints and Disputes Policy 
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If a customer has a complaint, the customer should first contact the Customer Service area 
of Coliban Water, either in writing at Box 2770 Bendigo Delivery Centre  VIC  3554, by 
email to contactcentre@coliban.com.au or by telephone on 1300 363 200. 

 
Coliban Water has a complaints and disputes policy for the handling of complaints from 
customers and others affected by our operations.  Without limiting this general obligation, 
Coliban Water’s complaints and disputes policy provides: 

 
• that if a written reply is requested Coliban Water will take no more than 5 business 

days to respond to an enquiry or complaint; 

• that a reply to a customer’s enquiry or complaint must deal with the substance of the 
enquiry or complaint, or tell the customer when they will receive such a reply if the 
enquiry or complaint is complex; 

• the reasons for a decision to be given to the complainant, including details of the 
legislative or policy basis for the reasons if appropriate; 

• a complaint escalation process that gives a customer: 
• the opportunity to raise the complaint up to the level of a senior manager within 

Coliban Water’s management structure if a customer is not satisfied with 
Coliban Water’s response to a complaint. That manager will ensure that the 
complaint has been properly investigated and that the final decision has taken 
into account the customer’s rights and obligations; 

• information about referral to EWOV and any other relevant external dispute 
resolution forum in the event that the customer has raised the complaint to a 
higher level and is not satisfied with Coliban Water’s response; and 

• advice that Coliban Water is restricted in its ability to recover an amount of 
money which is in dispute, until the dispute has been resolved. 

 
15.3.2  Resolution of Disputes 

Coliban Water will endeavour to resolve, in good faith, any dispute directly with its 
customers and others affected by its operations.  

 
15.3.2.1 If a complaint involves a dispute over an amount of money to be paid by a 

customer, Coliban Water will not seek this amount from the customer until the 
dispute has been resolved.  

 
The customer must pay any other amount owed to Coliban Water, which does 
not directly relate to the complaint. 

 

15.3.2.2  Coliban Water may consider a dispute resolved if: 
• it has informed the complainant of its decision on the complaint or any 

internal review of the complaint; and 

• 10 business days have passed since the complainant was informed; and 

• the complainant has not: 

• sought a further review under this clause; or 

• lodged a claim with EWOV or another external dispute resolution forum. 
• the customer has lodged a claim in an external dispute resolution forum, and 

the claim has been finalised. 

 
Coliban Water will not consider a dispute resolved until any claim lodged with 
the Energy and Water Ombudsman, Consumer Affairs Victoria, the Victorian 
Civil & Administrative Tribunal, or the courts has been finalised. 
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15.4 Record of Complaints 
Coliban Water will keep a record of all customer complaints and its responses to those complaints.  

 
15.5 Complaints by Coliban Water 
If Coliban Water believes a customer breaches any of the obligations described and explained in 
this Charter, Coliban Water may take enforcement action under the Water Act 1989, and in the 

urts. co

 

16. Service Standards and Compensation 

16.1 General Service and Product Standards 
Coliban Water will comply with its general obligations under the Fair Trading Act 1999 and will 
provide any services under this Charter with due care and skill. Any materials provided by Coliban 
Water in connection with those services will be reasonably fit for the purpose for which they are 
provided. 

 
16.2 General Right to Compensation 
16.2.1 If Coliban Water breaches obligations described and explained in this Charter, or otherwise 

fails to perform its functions adequately, and a customer has suffered any financial loss as 
result, then the customer may have a right to claim compensation or seek rectification from 
Coliban Water. 

 
16.2.2 In such cases, the customer’s right to compensation may arise under this Charter, the 

Water Act 1989, the Fair Trading Act 1999, the Building Act 1993 or the Trade Practices 
Act 1974. 

 

17. Definitions 

Arrears means an amount of money owed to Coliban Water by a customer, and the date on which 
it was due has passed. 
 
Backflow Prevention Device means a device, which must be of a type approved under AS 3500 
National Plumbing and Drainage Code, used to prevent contaminants from being introduced into 
Coliban Water’s water supply system from a customer’s water system. 

 
Billing Period means any period for which a customer’s bill was calculated. 

 
Bursts or Leaks means an unplanned event in which water is lost which is attributable to failure of 
a pipe, hydrant, valve, fitting or joint material regardless of cause. 

 
Complaint means a written or verbal expression of dissatisfaction about an action, a proposed 
action, or a failure to act by Coliban Water, its employees or contractors.   This includes failure by 
Coliban Water to observe its published policies, practices or procedures.  (See also the definition 
below of enquiry.) 
 
Customer has the meaning given in clause 2.1. 

 
Domestic wastewater means waste water discharged from domestic fixtures other than toilets, 
bidets or kitchen sinks (also known as grey water) 
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Drought means a prolonged period of low rainfall resulting in an actual or potential water shortage. 

 
Enquiry means a written or verbal approach by a customer, which can be satisfied by providing 
written or verbal information, advice, assistance, clarification, explanation, or referral about a matter. 

 

ESC means the office of the Essential Services Commission  
 

EWOV means the office of the Energy and Water Ombudsman, Victoria  

 
Failure to comply with an instalment plan means that two previous payments are outstanding from 
a due payment notice. 

 
Information Statement is a document which is issued upon receipt of an application in writing and 
accompanied by the appropriate fee that gives details of any encumbrances affecting the land, any 
works that are required to be carried out or any relevant tariff or other charge including any amounts 
outstanding. 

 

Interruption means: 
• in the case of a customer’s water supply, a total loss of water by Coliban Water to the 

customer; or 
• in the case of a customer’s wastewater service, the customer is unable to dispose of 

wastewater through the sewer pipes on their property into Coliban Water’s wastewater 
system. 

 
Jump-up means a vertical shaft on a reticulated sewer system. 
 
Landlord means any person who leases or rents a property to a customer. 
 
Maintenance includes repair and replacement. 

 
Meter Assembly means the apparatus consisting of a water meter, stop valve, strainer and any 
additional valves, but does not include a backflow prevention device which has been installed 
downstream of the outlet of the meter 
 
Minister means the Minister administering the Water Act 1989. 
 
Peak summer demand means demand for water on any day immediately following two or more 
days of temperatures exceeding 35 degrees Celsius in Coliban Water’s area of operation. 

 
Permitted Use Rules means Coliban Water’s requirements under clause 6.2.1. 

 

Person includes a body or association (corporate or unincorporated) and a partnership. 

 
Planned interruption means an interruption that is caused by Coliban Water to allow planned 
maintenance or augmentation to be carried out and involves a disruption of service to the customer. 

 
Planned works means the carrying-out of any water supply or wastewater service works, including 
surveying and associated work for new property developments, which are planned, scheduled or 
known about in advance by Coliban Water.  Such works may also result in planned interruptions. 
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Private Works are works carried out to water and wastewater transportation or treatment 
infrastructure which does not fall under Coliban Water’s responsibility. 

 
Property service pipe means the pipe from Coliban Water’s water main to the meter assembly, 
or to the stop tap near the property boundary where no meter is fitted. 

 
Residence means the building in which the customer lives. 

 
Serviced Property means a property to which water and/or wastewater services are available, 
whether connected or not. 

 
Tenant means a customer who leases or rents a property from another person. 
 
Trade waste has the definition given in regulations made under the Water Act 1989. 
 
TTY means Telephone Typewriter Service for the hearing impaired. 

 
Unplanned interruption means an interruption which is caused by a fault in Coliban Water’s 
system or a fault which is the maintenance responsibility of Coliban Water as set out in Part 11 of 
this Charter. 

 
Wastewater means any human excreta or domestic water borne waste, whether untreated or 
partially treated.  It does not include trade waste or storm water. 

 
Wastewater services mean the functions described in Section 173 of the Water Act 1989. 
 
Water Act 1989 includes all amendments to, and any regulations made under, that Act. 

 
Water supply services mean the functions described in Section 163 of the Water Act 1989. 
 
Working days means Monday – Friday; where working days is not specifically mentioned the 
reference will be to any day of the week (Sunday – Saturday). 
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Attachment 1: Service Standards 

Extract from the Essential Services Commission's "Customer Service Code – Coliban Water Approved Service Standards”.

      

Table 1 Approved service standards      

Service Standard  2008-09 2009-10 2010-11 2011-12 2012-13 

Water      

Unplanned water supply interruptions (number per 100km)  25 25 25 25 25 

Average time taken to attend bursts and leaks (priority 1) (minutes)  30 30 30 30 30 

Average time taken to attend bursts and leaks (priority 2) (minutes) 95 95 90 85 80 

Average time taken to attend bursts and leaks (priority 3) (minutes) 1440 1440 1440 1440 1440 

Unplanned water supply interruptions restored within 5 hours (%) 98 98 98 98 98 

Planned water supply interruptions restored within 5 hours (%) 80 80 85 85 85 

Average unplanned customer minutes off water supply (minutes) 11.4 11.4 11.4 10.8 10.8 

Average planned customer minutes off water supply (minutes) 29 29 29 29 29 

Average frequency of unplanned water supply interruptions (No.) 0.1 0.1 0.1 0.1 0.1 

Average frequency of planned water supply interruptions (No.) 0.1 0.1 0.1 0.1 0.1 

Average duration of unplanned water supply interruptions (minutes)  95 95 95 90 90 

Average duration of planned water supply interruptions (minutes) 290 290 290 270 270 

Number of customers experiencing 5 unplanned water supply 
interruptions in the year (No.) 5 5 5 5 5 

Unaccounted for water (%) 20 20 18 18 15 

Sewerage      

Sewerage blockages (number per 100km)  80 70 60 50 50 

Average time to attend sewer spills and blockages (minutes)  32 32 32 32 32 

Average time to rectify a sewer blockage (minutes) 60 55 50 50 45 

Spills contained within 5 hours (%)  99 99 99 99 99 

Customers receiving more than 3 sewer blockages in the year (No.) 4 4 4 4 4 

Customer Service      

Complaints to EWOV (per 1000 customers)  0.32 0.3 0.3 0.3 0.3 

Telephone calls answered within 30 seconds (%)  85 85 90 90 90 

Minimum Flow Rates:       

Diameter of the property service pipe (mm)          20        25 32 40 50    

Minimum flow rate (litres per minute)                       20        35 60 90 160   
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Table 2 Additional service standards      

Service Standard  2008-09 2009-10 2010-11 2011-12 2012-13 

Total CO2 Emissions (tonne) 29500 28730 27950 27170 26400 

Recycled Water Target (%) 64 67 72 73 73 

Biosolids reuse (%) 100 100 100 100 100 

Sewer Backlog Connections and Small Town Schemes (No.) 0 25 340 0 0 

Drinking Water Quality Indicators (%) 97.7 97.7 98.8 98.8 99.4 
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