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THE COLIBAN WATER 
CUSTOMER CONSULTATIVE GROUP

OPERATING PROCEDURES

February 2007

1.
INTRODUCTION

The role of the Customer Consultative Group (CCG) is to provide advice on customer issues and to provide input to major Coliban Water initiatives.  This ensures Coliban Water achieves a balance between technical/financial considerations and customer expectations.  
The role of the CCG is not to champion individual customer issues.

2.
ROLE OF THE CUSTOMER CONSULTATIVE GROUP
The CCG is set up to:

· Provide a direct link between the management of Coliban Water and its’ customer base, and a mechanism by which Coliban Water can receive feedback on concerns, issues and possible solutions from the perspective of the various customer segments.

· Develop community understanding of business priorities and the context for decisions.

· Provide Coliban Water with access to valuable local community knowledge and contact networks.

· Give feedback on customer satisfaction with Coliban Water’s current level of service performance.

· Inform Coliban Water on possible new or modified customer services.

3.
MEMBERSHIP

Membership is initially for two years, and may be extended to three years (by invitation).
The selection of the members of the CCG will ensure that there is a balance of customer experience and a reasonable spread across the region.

Between them, members will have a range of expertise to be reflected within the CCG:
· Business

· Environment
· Tourism/Recreation
· Community Based
· Rural Licence customer

· Residential customers – preferably from across the region

Members will not be paid a sitting fee, although travel expenses to attend meetings will be reimbursed on request.

4.
SELECTION CRITERIA FOR CUSTOMER CONSULTATIVE GROUP

In addition to the segment mix identified in Section 3, the following criteria shall be used in selecting members:
· active interest in the community/customer segment;

· ability to represent the customer segment views;

· ability to translate broad customer issues into practical outcomes; and
· a commitment to work within the CCG’s framework.
Membership is not open to a member of staff of CRWA or its’ direct contractors (e.g. CAMS, BOOT schemes, etc).

Selection of members for the CCG shall be made by Coliban Water to ensure that the group reflects an appropriate mix of experience.

5.
OPERATING PROCEDURES

Meetings will be held on quarterly basis, on the third Monday of February, May, August and November from 6.00 pm to 8.00 pm.  (This time may be subject to alteration with the agreement of all CCG members.)
Additional meetings may be convened as required with Group Members being provided with 2 weeks notification of meetings, where possible.

Committee members will be expected to attend an induction session upon appointment in order to be briefed on background issues related to current issues and overall Coliban Water operations.

If a member believes that they may have a conflict of interest in relation to a particular agenda item or general business item, that member should notify the Chairperson and fellow members.  This will not preclude the member concerned joining in discussion on the subject issue.

The CCG will be chaired by a senior staff member of Coliban Water.

CCG members will be required to sign a confidentiality agreement with Coliban Water.  Confidential items will be itemised as such on the agenda.

Coliban Water will co-ordinate and provide support to the CCG through the Executive Manager Service Delivery.

Group Members and Coliban Water may nominate agenda items.  The agenda for the CCG will then be compiled by Coliban Water and forwarded to Group Members one week before the meeting.  The opportunity to raise General Business will be available at each meeting.
Members unable to attend a meeting of the CCG should notify Coliban Water prior to the meeting.

A quorum shall consist of a minimum 5 of CCG members.

As the CCG consists of a diversified group of people representing many different interest groups, it is not necessary that consensus be reached by members on issues of discussion.
CCG members will be encouraged to feed back items raised with members of their represented interest groups or general community.

Minutes will be taken at each meeting.  A copy of the Minutes will be distributed to all Group Members within 3 weeks of a meeting taking place.

A CCG member’s position will become vacant if one of the following scenarios apply:

· a member completes a term of office, and is not re-appointed;
· a member resigns in writing to the Chief Executive, Coliban Water;
· a member becomes an employee of Coliban Water or it’s service partners;
· if a member was to release confidential information provided through the CCG without first obtaining permission to do so by the Chairman of the CCG, the Chief Executive may remove the member from the CCG;
· a member becomes bankrupt, commits an offence resulting in imprisonment, or such other actions that the Chief Executive believes it inappropriate for the member to continue as a member of the CCG; and/or
· a member misses two consecutive meetings without due notification or prior arrangement.
6.
TRANSITION OF COMMITTEE MEMBERSHIP

Appointments to the CCG are made on the basis of a 24 month term.  After the expiry of 2 years, up to 50% of the membership would be invited to remain as transitional members, for an additional 12 months.  New members would be sought and selected.  This transitional process ensures continuity within the knowledge base of the CCG membership.
