Summary of former Community Advisory Committee and
Customer and Community Reference Group involvement in
Customer Engagement

Note: The Community Advisory Committee was reshaped into the new independently chaired CCRG in 2022 following an expression of interest process. The last meeting of the CAC

was May 2022 and the first meeting of the CCRG was Nov 2022.

Timeline Meet/Email Activity Comments / Supporting information
Previous CAC Meetings CAC meetings prior to Aug 2021 Various meetings agendas included discussion and updates on various Customer engagement programs and activities’
19 Aug CAC meeting Agenda included Customer Agenda
2021 (onllne) Enga,gement - WorId Class Water 1.0 Welcome and  Chair to lead. Roch Cheroux 9.30am —
Services — Run through of focus group upcates frr 940am
e g . ydney Water
activities proposed fOr UpCOmlng 20 Minutes and Chair to lead. Roch Cheroux 9.40am —
customer engagement program actions from last 9.45am
meeting
30 Customer Update on our Water Conservation Program Melanie Werner /| 9.45am —
Service Update _ 10.10am
40 Customer Discussion of our Gustomer Education approach to Alicia Rados / Liz  10.10am —
Education boost Water Literacy in the community Dobbs 10.30am
Update
Break 10.30am -
10.40am
40 Customer Run through of focus group activities proposed for Laura Stewart 10.40am —
Engagement upcoming customer engagement program. (RPS)/ Peter
Lemon 12.20am
60 General Chair to lead. Roch Cheroux  12.20pm —
Business 12.30pm
Close meeting
Customer Engagement:
World Class Water Services
18 Nov CAC meeting Agenda included update on ‘World
2021 (online) Class Water Services - Customer

Engagement phase 1 review and
results’

Item Topic Description Presenter Time

10 Welcome and Chair to lead. Maryanne Graham 9.00am —
updates from 9.10am
Sydney Water

20 Minutes and Chair to lead. Maryanne Graham 9.10am —

actions from last 9.15am
meeting

30 Draft Greater Overview and discussion of the draft GSWS. ~ Paul Higham 9.15am —
Sydney Water 10.00am
Strategy (GSWS)

40 Engaging with Discussion of strategies for engaging with CALD  Ashlea Tighe 10.00am -
CALD and LOTE  and | OTE communities during project delivery. 10.50am
communities
Break 10.50am —

11.00am

5.0 Customer Creating a better life with World Class Water Josh Isben 11.00am —
Engagement Services - Customer Engagement phase 1 11.45am
Update review and results.

6.0 General Business Chair to lead Maryanne Graham 11 45am —

12.00pm

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -

Page 1 of 40




17 March
2022

CAC meetmg Agenda included discussion on Sydney Water Community Advisory Committee Meeting - March 2022

Advisory Committee

Good afternoon,
We are looking forward to the upcoming CAC meeting, scheduled for Thursday 17 March from am-12pm.
The following documents are attached:

e March 2022 CAC Meeting Agenda

«  Nov 2020 CAC Meeting Minutes

Please let me know if you have any questions in advance of the meeting.

Kind regards,
sharon

3.0 Regulatory and strategic update and discussion

31 IPART Update on regulatory reform Philip Davies
regulatory
reform

3.2 Customer Update and discussion on Josh Isben
Engagement upcoming Customer engagement

program

3.3 Community Update and discussion on Maryanne Graham
Advisory reshaping the Community Advisory Josh Isben
Committee Committee

9:15am-
9:30am

9:30am-
10:00am

10:00am-
10:45am

(online) regulatory and strategic update: -
Advisory Committee e
Required O 'Bruce.McC @ sydney.com’; O "Conny @ om’; O 'dm y@piac.asn.au’ ly.net.au’; O 'mary.karras@ rg.au’; O I m.au’; @c "paul@ om.au
| sw.goviau’; O 's ap 20 simon@ m.au’; C 'SMcMahon@s m.au’; O Karen Appleby; © elyse@ncoss.org.au; @ CHEROUX, ROCH; © GRAHAM, MARYANNE; @ ISBEN, JOSHUA; C SIROS, ROSE-MARIE
d IPART Regulatory Reform Optional © HOURIGAN, KATHY: @ WERNER, MELANIE: @ HIGHAM, PAUL: ) MILLER, MEGAN; O DAVIES, PHILIP; O LEMON, PETER; @ BOWYER, SHARON; © RVAN, NICOLE: © PANUCCIO, VEDAH; O KERR, 1ZZY
L] Update on upCOming Customer (i) As the meeting organizer, you do not need to respond to the meeting,
Engagement program 220317 CAC Agenda FNLdocx @ 211118 CAC_Minutes.docx
. . docx File docx File
. Update and discussion on
reshaping the Community (© Thursday, 17 March 20 200PM @ Microsoft

15min

30min

45min
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29 March
2022

Email

Following meeting presentation pack
was sent to the CAC.

Community Advisory pack and draft Customer Reference Group Charter

&
Advisory Committee <) Reply | &) ReplyAll | —> Forward
To O BruceMed m.aiz O Conny. om
. . . . fabian@sustainably.net.au; ) elyse@ncoss.org.au:  ceo@c 1 : ; +3 others
Presentation pack included details on: Ce O meaganlawson@cotansw.com.au; @ ISBEN, J0SHUA; © BOWVER, SHARON
@ 220317_CAC_Presentation Pack.pdf - @ 2022 Customer Reference Group Charter - DFT 28.3.22 - For CAC review.docx o
pdf File .docx File
¢ IPART Regulatory Reform Good afternoon mermbers,
L] Update on upcoming Customer Following the Community Advisory Committee meeting help on the 17 March, please find attached the following:
Engagement program + The presentation pack
° Update and dlSCUSSIOn on * Thedraft Charter for the new Customer Reference Group.
reshapi ng the Commu n|ty For those members that were unable to attend the last CAC meeting we would be happy to discuss these items with you.
. . The draft minutes from the meeting will be circulated soon.
Advisory Committee
We would appreciate your feedback on the draft Customer Reference Group Charter by COB Friday 1 April 2022.
Thank you and have a great day.
Regards,
Sharon
Sharon Bowyer
Senior Customer Governance S
Customer, Strategy and Engag
Mobile 0403 878 666 Level 14, 1 Smith Street
sharon com.au Parramatta NSW 2150
May 2022 CAC meeting Agenda included:
online
( ) Sydney Water Cemmunity Advisory Committee Meeting — May 2022
o Aecepte | 7 Temtstven | X Declinew | (D) PropossNewTimew | | G

. Update on reshaping the
Community Advisory Committee
and transitioning to a Customer
Reference Group

. Resilient and reliable water supply
overview and discussion.

May 2022 was the last meeting of the
Community Advisory Committee.

@ Sharon Bowyer on behalf of Advisory Committee <advisorycommittee@sydneywatercom.au>

“BruceMcC ‘Gareth@ncoss.org.au’;

iy net.au’ ‘mary.kar
m.au’, O 'SMcMahon @, com.au’

Karen App

Required @ *dmecloskey@piac.asn.au’

-y.com’; O 'Conny '

Opticnal @ Roch Cheroux; @ Melanie Werner; O DAVIES, PHILIP; © Sharon Bowyer: O Rose-Marie Siros; O omer@xavier.net.au

220519_CAC_ltem 0 - Agenda_FNL docx
134 KB

220317_CAC_Minutes FNL doc

. 220519_CAC_Pre-reading from CAC Nov 2021 PDF.pdf
152KB @

M @ MSTeams

(© Thursday

Mustafa Aghs

I .com.au’
GRAHAM, MARYANNE: @ Joshua Is

ben;

Kathy Hourigan: @ Paul Higham +5 others

Mone

9AM ¥/ Sydney Water Community Advisory Committee Meeting - May 2022
< Teams
Advisory Committee

e
=)

I

10 AM

SIS

Good afternoon,
We are looking forward to the upcoming CAC meeting scheduled for Thursday 19 May from 9am-12noon.
The following documents are attached
«  May 2022 CAC Meeting Agenda
«  March 2022 CAC Meeting Minutes
«  Pre-reading pack (this was presented to the CAC in Nov 2021 and is useful background for this meeting)
Please let me know if you have any questions in advance of the meeting
Regards,

Sharon
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Nov 2022

CCRG Meeting

Nov 2022 was the first meeting of the
new Customer and Community
Reference Group.

At the Nov 2022 meeting the CCRG
were given an overview of Customer
Engagement Program Phase 1 and the
Top 15 customer priorities

Sydney Water Customer and Community Reference Group

CustomerReferenceGroup 3 Reply | O Repy Al | = Fomward || -+t
To ISBEN, JOSHUA; ' "Abigail Goldberg’; " " HeN “Steven.C O] om’; O " rg.au’; ' ‘Leigh.Martin@uts.ed "Bruce.McCl om’;
K .asn.au’; ' m.au’; h ! '; @ HIGHAM, PAUL; @ ROMANQ, FLAVIO; © KERR, [ZZV; @ BOWYER, SHARON
20221118 - CCRG - Meeting pack.pdf - CCRG Welcome Pack.pdf o
@ .pdfFile @ pf File
Hello everyone,
e are looking forward te the first meeting of the Sydney Water Customer and Community Reference Group on the 18" November.
The meeting pack including the agenda is attached. A background document about Sydney Water is also attached
These documents have also been updated in the calendar invite,
Please don’t hesitate to contact me if you have any questions.
Kind regards,
Sharon
Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement
Mobile 0403 878 665 Level 14, 1 Smith Street
sharon.| ey com.au P NSW 2150
[External] Sydney Water CCRG - Minutes and presentation material from induction meeting (18 November 2022)
i i Reply | & Reply All Forward | | =es
GoldbergBlaise <info@goldbergblaise.com.au>  Reply | € Reply 7 Formar
To m; ) ceo@ci ; ; O Bruce.McCl Thu 1/12/2022
teven.C: i mary.karra org.au; C LeighMartin@uts.edu.au; +3 others

om;
Ce O CustomerReferenceGroup; @ BOWYER, SHARON; © ISBEN, JOSHUA

@ 20221118 - CCRG - Minutes - Nov 2022 - Draft for CCRG Member Review.docx
101 KB

. @ 20221118 - CCRG - tem 9.0 - Customer Engagement for [PART LTCOP 2022 - Phase 1 Update - 13 November 2022,pdf
3ME
CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.
Hi CCRG Members
Again a warm welcome to the Sydney Water Customer and Community Reference Group, and thank you for your participation at the induction meeting held on 18 November 2022 (apologies noted). | found the interaction at the meeting to be lively and informative —a
great start for the conversations we will be having going forward.
Further to this meeting, please find attached:

e Draft Minutes for review. Comments on the draft would be appreciated by COB 16 December 2022 with the aim of ratifying the Minutes at the next meeting.

¢ Presentation material - customer engagement update by lzzy Kernot, not provided ahead of the meeting.

Please be reminded that our first meeting of 2023 is scheduled for Monday 13 February, 10:30am to 3:30pm. An agenda will be provided ahead of the meeting —as you're aware there is a very full forward agenda for the group, however please don't hesitate to send

suggestions for meeting items through to me in the interim.

Very much laoking forward to working with you all in 2023, and wishing everyone a safe and enjoyable holiday season.

Regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021 552
E: info@goldbergblaise.com.au

GoldbergBlaise

oldbergblaise.com.au

See minutes available on website
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Dec 2022

CCRG
Subgroup

Our Water Our Voice research
program (scope and objectives,
methodological approach and
representation)

[External] Sydney Water CCRG subgroup meeting on Customer Engagement

N N € Reply | € ReplyAll | —> Forward
GoldbergBlaise <info@goldbergblaise.com.au> 2 Reply | ™ Reply
To Mary Karras; ; ) Steven.C E w.au;  BruceMeCl ; Wed 25/01/202
dmecloskey@piac.asn.au;  Narelle Brown
Cc © Joshua Isben; @ Sharon Bowyer; © Customer Reference Group
20221205 - CCRG - Minutes - Dec 2023 - Draft for CCRG review(1].docx - 20221203 - CCRG Subgroup - Our Water Our Voice 2022-2023 - (12) Dec - CCRG.pdf -
docx File pdf File

CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.

Hi Narelle, Mary, Inaara, Steven, Bruce and Douglas
Following the CCRG subgroup meeting on Customer Engagement held on 5 December 2022 please find attached:

o Draft minutes
+  Custemer Engagement pack as presented by Sydney Water.

Comments on the draft minutes would be appreciated by Thursday 2' Feb 2023. | would welcome one (or more) of you nominating to provide an update on the subgroup meeting to the full CCRG at our next meeting (13 Feb 2023). Please let me know if you are willing to do this, also b
2023.

The minutes and Customer Engagement pack will be shared with the full CCRG as part of the 13 Feb meeting papers. Sydney Water will also be providing further details on its Customer Engagement Framework and progress at the Feb meeting,
Please don’t hesitate to be in contact if needed.

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021 552
E: info@goldbergblaise.com.au

GoldbergBlaise

oldbergblaise com.au

Dec 2022 — CCRG Subgroup meeting - Attendees

Narelle Brown — Community Representative

Steven Collins — Community Representative

Inaara Jindani — Community Representative

Mary Karras — Ethnic Communities Council NSW

Bruce McClelland — Business Western Sydney

Douglas McCloskey — Public Interest Advocacy Centre (DM)

See minutes available on website
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Feb 2023

Customer Engagement framework and
update

CCRG Meeting

Price proposal update

[External] Sydney Water CCRG: Agenda and Papers for Meeting 1, 13 February 2023

GoldbergBlaise <info@goldbergblaise.com.au>

To O roselina2110@ gmail “Bruce.McC O O ;
: 7@gmail.com’s Leigh Martin; © ‘mary karras@eccnsw.org.au’; +3 others

Cc © Joshua lsben; © Sharon Bowyer, *) Customer Reference Group

) Reply | € ReplyAll | —> Forward | | set

Mon 60220

@ 230213 - CCRG - Meeting Pack.pdf @ 230213 - CCRG - Item 8.2 - Our Water Our Voice customer-engagement-frameworkl2].pdf

o @ 230213 - CCRG - Item 8.1 - Draft-handbook-Water-regulation-December-2022 (1)[2].pdf o
CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content s safe.
Hi CCRG Members

The first formal CCRG meeting will be held in-person next Monday 13 February at 10:30am at the Sydney Water office, 1 Smith St Parramatta. The Sydney Water team and | are looking forward to welcoming you from 10am to allow time for reception sign-in (ask for Sharon). Morning tea will

also be available.

The agenda and papers for this meeting are attached. Please be reminded that our way of working is for papers to be ‘taken-as-read, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at the meeting. Care has
been taken for each paper to be clear as to its purpose, and for questions to be posed where there are particular matters that a response is sought from CCRG members. This will continue to be refined going forward and as we receive feedback from yourselves regarding what is working well.

Per the agenda, at the end of the meeting there will be a “tour” of Sydney Water’s Wonder of Water Van on site.
Please note that Sydney Water would like to take your individual photos to accompany the Members Bios during the day, preferably before the meeting starts, as well as taking a few photos during the meeting and a group pheto with the MD.

Kindly note that the papers are also available in the Customer and Community Reference Group Sharepoint site. You would have received an email late last year about accessing and registering for this site, however if this is challenging at all please contact Sharon for assistance.

Don't hesitate to be in contact ahead of time if needed, otherwise see you Monday next week.
Regards

Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021 552
E: info@goldbergblaise.com.au

GoldbergBlaise

oldbergblaise com.au
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14/2/2023

Email to full
CCRG

CCRG: Customer Engagement Draft
Phase 2 report and appendices for
feedback

CCRG: Customer Engagement Draft Phase 2 report and appendices

@ Customer Reference Group <CustomerReferenceGroup(

To ceo@cigroup.org.au; ' Marelle Brown; © Steven Celling; ' jindaniinaara@gmail.com; ' Mary Karras;
Leigh Martin; ' Bruce.McClelland@businesswesternsydney.com; ' Douglas McCloskey; +3 others
Cc © Joshua Isben; © lzzy Kerr; @ Sharon Bowyer: ) Abigail Goldberg
Retention Policy SWC - 8 Years Retention (8 years)

@ Our Water, Our Voice 2022-2023 - (02) Feb — Phase 2, Full Report - DRAFT.docx
7ME

Expires 12/02/:

@ Our Water, Our Voice 2022-2023 - (02) Feb - Phase 2, Full report - Appendices.docx o
534 KB

Good morning,
It was lovely to see you all again at the CCRG meeting yesterday.

Following Izzy's item on the Customer Engagement update, the Phase 2 draft report is now available.

—» Forward w wee

Tue 14/02/202

€3 Reply

<€) Reply All

| have attached the draft report and appendices and have also saved these into our CCRG sharepoint site. [ customer Engagement - Phase 2

You are welcome to provide you comments on these documents, by using “tracked changes” or the “Comments function”. It is preferred that you provide your
comments directly into the Sharepoint files, so other members of the CCRG can see your comments, but if this is not possible for you, please send your tracked changes /

comments to me and | will collate them for you.

As mentioned during the meeting CCRG yesterday we will need your comments by this Friday, 17 February and a small subgroup will alse be formed to continue the

discussion.
Thanks again for attending the meeting yesterday and for your valuable contribution.
Have a great day.

Regards,
Sharon
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16/2/2023

Email to full
CCRG

CCRG: Customer Engagement Draft
Phase 1 report and appendices for
feedback

CCRG: Customer Engagement Draft Phase 1 report and appendices
€ Reply
Customer Reference Group <CustomerReferenceGroup@sydneywater.
To O ceo@cigroup.org.au; ' Narelle Brown; ) Steven Collins; C jindaniinaara®grmail.com; C Mary Karras; O Leigh Martin;
Bruce.McClelland@businesswesternsydney.com; () Douglas McCloskey; © Stephen McMahon; O Graham Turmer: ' Ross Williams; +1 other
Cc © Joshua Isben; © lzzy Kerr; © Abigail Geldberg; @ Sharon Bowyer
Retention Poliy SWC - 8 Years Retention (8 years)
s
s

Expires 14/02/2031

@ Our Water, Our Voice 2022-2023 - (2) Feb - Phase 1, Full report - DRAFT.docx
7ME 639 KB

@ Our Water, Our Voice 2022-2023 - (02) Feb - Phase 2, Full Report - DRAFT.docx
7ME 554 KB

Good morning everyone,

% Reply Al

Our Water, Our Voice 2022-2023 - (02) Feb - Phase 2, Full report - Appendices.docx

> Forward | | @8 e

Thu 16/02/2023

Our Water, Our Voice 2022-2023 - (2) Feb - Phase 1, Full repart - Appendices - DRAFT.doox

Just to let you know that the Phase 1 report and appendices from the Customer Engagement work are now available in the CCRG Sharepoint site — [ customer Engagement - Phase 1, Feedback on

phase 1 would be appreciated by next Wednesday 22nd February.
As previously mentioned your comments on the Phase 2 report would be appreciated by this Friday, 17 February. See [ customer Engagement - Phase 2

I have also attached the Phase 1 and Phase 2 documents (report and appendices) here for your reference.

Please provide your comments on the reports directly into the Sharepoint site {using tracked changes and the comments feature). However, if this is not possible please add your comments to the

attached and email back to me.
Thanks and have a great day.

Regards,
Sharon

16/2/2023

Email to full
CCRG

CCRG: Customer Engagement Phase
3 workshop dates for Observers

CCRG: Customer Engagement Phase 3 workshop dates for Observers

Rept @ Reply All - F d
@ Customer Reference Group <CustomerReferenceGroup@sydneywaters € Reply | ) Reply arwar [

To O ceo@cigroup.org.au; C Narelle Brown; O Steven Collins; Thu 16/02/2023
BruceMcClelland@businesswestersydney.com: ' Douglas McCloskey:
Cc 0 Abigail Goldberg; © Joshua lsben; ) Izzy Kerr; @ Sharon Bowyer

Retention Policy SWC - 8 Years Retention (8 years) Expires 14/02/2031

jindaniinzara@gmail.com;  Mary Karras:
Stephen McMahon:

Leigh Martin;

Graham Tumer: © Ross Williams: +1 other

Hello I,

Izzy and the team now have the dates for the 10 Customer Engagement Workshops for Phase 3. These are all running from 5.30-8.30pm.

Date Location Venue

18-Mar Far West Penrith Panthers
15-Mar Far West Penrith Panthers
16-Mar 8D Rydges Sydney Central
21-Mar South Wollengong Stadium
22-Mar South Wollengong Stadium
23-Mar 8D Rydges Sydney Central
28-Mar North Hornsby RSL

28-Mar North Hornsby RSL

30-Mar West Parramatta Rydges
a-apr west Parramatta Rydges

Please let me know (by reply email), which sessions that you would be available to attend as Observers.

Please note that we can only have a maximum of 2 CCRG members attend each of the different sessions. There will only be 30 customers in each session and there will be other observers from Sydney Water, DPE, EPA,
Health and IPART.

Once the team have collated the full Observer list we will let you know which dates are suitable and an invite will be sent to you
On this occasion, Sydney Water is not able to pay Sitting Fees or travel expenses for CCRG members to attend these sessions.
Could you please get back to me with your preferred dates by this Monday 20 February, 2023

Thanks and have a great day.

Regards,
Sharon

12:54 PM

NSW
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13 March
2023

Email to
subgroup and cc
to all CCRG
members

CCRG: Customer Engagement Phase
3 Workshops and Session Plan

Attachment: Our Water Our Voice —
Phase 3 Workshops — Session Plan —
Guides A and B

CCRG: Customer Engagement Phase 3 Workshops and Session Plan

Customer Reference Group <G om.au>
To O Abigail Goldberg; © ceo@cigroup.org.au; © Narelle Brown;  Inaara Jindani,  Mary Karras; © Douglas McCloskey; © Ross Willams
Ce © Steven Collins steven.collins110387@gmail Leigh Martin: * BruceM

Retention Policy SWC - 8 Vears Retention (8 years)

() Ot O Yo 2202 Wachap- SecionPn- oo - FRAL 0023 dos |
738

Stephen McMahon; C Graham Tuner; © Joshua sben;

Iz2y Kerr; © Sharon Bowyer

Expires 11/

€ Reply

€ ReplyAll | —> Forward | | i

Mon 1

15 March
2023

CCRG
Subgroup
meeting

Our Water Our Voice — Developing the
Customer Engagement summary
document

CCRG: Subgroup meeting - 15th March

Customer Reference Group <CustomerReferenceGroup dn ater.com.au>
To © Inaara Jindani: © ceo@cigroup.org.au; ' Narelle Brown; _ Douglas McCloskey; O Ross Williams

Cc O Abigail Goldberg; © Joshua Isber; C Izzy Kerr, @ Andrea Millar

@ 230315 - CCRG - tem 0 - Agenda.docx 230315- CCRG - Draft-h
92 KB 2mB

Hiall,
We are looking forward to meeting with you for the on-line CCRG subgroup meeting on the 15" March at 9am.
Attached are:

1. Agenda

2. Background — IPART Water Regulation Draft Handbook
3. Background — Our Water, Our Voice Customer Engagement Framework

Both the IPART Handbook and the Our Water Our Voice Customer Engagement Framework were previously shared with the CCRG for the Feb meeting. They are attached here again for ease of reference

Have a lovely weekend.

Regards,
Sharon

Sharon Bowyer

Senior Customer Governance Specialist

Customer and Stakeholder Engagement
Mobile 0403 878 666

sharon.bowyer@sydneywater.com.au

Level 14, 1 Smith Street
Parramatta NSW 2150

ibook qul December-2022.pdf

€) Reply

230315 - CCRG - Our Water Our Voice customer-engagement-framework.pdf
2mB

4 Reply All

—> Forward|
Fri 10

14 March
2023 to 4
April 2023

Phase 3
Customer
Engagement
workshops

Phase 3 Customer Engagement
workshops

CCRG member attendance at Phase 3 workshop as observers outlined below

Phase 3 Customer Engagement workshops.

Date — Location
These are all running from 5.30-8.30pm.

CCRG Attendance

14" March 2023 — Penrith Panthers

Nil CCRG members

15 March 2023 — Penrith Panthers

Douglas McCloskey (TBA)

16 March 2023 — Rydges Sydney Central Mary Karras
21 March 2023 — Wollongong Stadium Douglas McCloskey
Anna Bacik

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -

Page 9 of 40




22 March 2023 — Wollongong Stadium Nil CCRG members
23 March — Rydges Sydney Central Abigail Goldberg
Inaara Jindani
28 March — Hornsby RSL Douglas McCloskey
Narelle Brown
29 March — Hornsby RSL Narelle Brown
30 March — Parramatta Rydges Ross Williams
Alana (PIAC - on behalf of Douglas)
4 April — Parramatta Rydges Thea (PIAC - on behalf of Douglas)
17 March Email to full Pha_se 3 Cu_st_omer Engagement . Phase 3 Customer Engagement Business Mini Focus Groups (On-line sessions)
2023 CCRG Business Mini Focus Groups (On-line S rery | % Repy Al | > fomwars
. Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> i i orer
sessmns) To O GoldbergBlaise: ' ceo@cigroup.erg.au; ' Narelle Brown: © Steven Collins (steven.collins1 10387@gmail.com); © jindaniinaara@gmail.com; © Mary Karras; Fri 17/
Leigh Martin; © Bruce.McClelland@businesswestemnsydney.com; * Douglas McCloskey; ' Bruce McClelland@businesswestemnsydney.com; +3 others
Ce © Joshua Isben; O Izzy Ker: @ Sharon Bowyer
Retention Policy SWC - 8 Years Retention (8 years) Expires 31
Hiall,
As part of Phase 3 Customer Engagement we are running two On-line mini focus groups with small to medium sized businesses.
CCRG members are invited to attend these sessions virtually as Observers,
Both sessions will be held on Monday 20 March.
* Session L: 5:30 - 7:00pm
* Session 2: 7:30 — 9:00pm
Sessions will have approx. 4-5 people in attendance and will include small to medium size business representatives that have a high criticality of water use for their business operations eg café, hairdressers and schools. The participants
will be informed that there will be Observers, but you will not be visible to them in this on-line set up.
The sessions will be run by our research partner, Kantar.
Please let me know if you would like to attend one of these sessions and an invitation with the MS Teams link will be sent to you.
Apologies for the late notice on this invitation.
Unfortunately Sydney Water is not able to pay Sitting Fees for CCRG member attendance at these sessions.
Regards,
Sharon
Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement
Mobile 0403 878 666 Level 14, 1 Smith Street
sharon. bo dneywater.com au P NSW 2150
20 March Phase 3 Mini focus groups with small to CCRG attendance as observers:
2023 Customer medium sized businesses.
Engagement Narelle Brown attended both session evening online sessions on 20 March 2023
Business Mini
::C(;CUI'S Groups ® Session 1: 5:30 — 7:00pm
n-line .
. (] 1 7:30-9:
sessions) Session 2: 7:30 — 9:00pm
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3 April 2023

CCRG Meeting

Customer engagement update —
Meeting pack included Paper and
separate supporting documentation on

e Phase 1 Our Water Our Voice
Engagement Final Report
Phase 1 Appendices

Phase 2 Our Water Our Voice
Engagement Final Report
Phase 2 Appendices

o CCRG Customer Engagement

Comments Log

Price proposal update (included
workshop with the CCRG on customer
outcomes and draft metrics)

[External] Sydney Water CCRG - Meeting 3, 3 April 2023, 9am

GoldbergBlaise <info@goldbergblaise.com.au>
T © Stephen McMahon; ) ceo@cigreup.org.au; © Narelle Brown; © Bruce.McC| ; O Steven.C ;
m; y rg.au; O Leigh Martin; O Douglas McCloskey; © graham.tumers7@gmail.com;  roselina2110@gmail.com
Cc O Customer Reference Group; © Sharon Bowyer, © Joshua Isben
023 12:15 PA

(D) You forwarded this message on 24/0

230403 - CCRG - Meeting Pack - April 2023.pdf
m pf File

CAUTION: This email originated from cutside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe

Hi CCRG Members

) Reply | % Reply All

—> Forward | | -+

Fri 24/03

2312112 PM

The next CCRG meeting will be held in-person on Monday 3 April at 9:00am at the Sydney Water office, 1 Smith St Parramatta. The Sydney Water team and | are looking forward to welcoming you from 8:30am to allow time for reception sign-in (ask for Sharon).

The agenda and papers for this meeting are attached. Please be reminded that our way of working is for papers to be ‘taken-as-read’, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at
the meeting. Care has been taken for each paper to be clear as to its purpose, and for questions to be posed where there are particular matters that a response is sought from CCRG members. Kindly note that we will be taking a “workshop” approach to the Price
Proposal Update, and your input will be sought from a big picture, public interest perspective regarding potential performance metrics for each outcome that is being sought.

A follow-on email will include a pack of supporting papers for your convenience, including
«  Phase 1 Our Water Our Voice Engagement Final Report
+ Phase 1 Appendices
«  Phase 2 Our Water Our Voice Engagement Final Report

Phase 2 Appendices

CCRG Customer Engagement Comments Log

FY! there will be a “virtual tour” of the Purified Recycled Water plant (under construction) at the meeting. The CCRG will also be joined by observers from the Sydney Water Board being the Chair, Grant King and Non-Executive Director Cameron Robertsen. The MD,

Roch Cheroux will join for an hour.
Don't hesitate te be in contact ahead of time if needed, otherwise see you Monday 3 April.
Thanks and regards

Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T- 0404 021 552
E: info@goldbergblaise com.au

Supporting Papers: Sydney Water CCRG - Meeting 3, 3 April 2023, 9am

Customer Reference Group
To O Stephen McMahory; Bruce McCl
Steven Collins (st llins1 10387 @gmail.com); Leigh Martin; C Douglas McCloskey; +2 others

om;
Ce O GoldbergBlaise; ) Customer Reference Group; © Joshua Isben; © Sharon Bowyer

Our Water Our Voice 2022-2023 - (03) M - Phase 1 Ful report - Final.pdf . Our Water, Our Voice 2022-2023 - (03) Mar - Phase 1, Appendices - Final Report.pelf
m pdf File m pdf File

Our Water, Our Voice 2022-2023 - (02) Feb - Phase 2, Full report - Appendices - FINAL (1).pef _, CCRG Customer Engagement - Comments Log, pdf
m pef File m pofFile

On behalf of Abigail, please see email below.

Hi CCRG Members,

Further to my preceding email, please find attached supporting papers for your convenience, including:

Phase 1 Our Water Our Voice Engagement Final Report
Phase 1 Appendices

Phase 2 Our Water Our Voice Engagement Final Report
Phase 2 Appendices

CCRG Customer Engagement Comments Log

Don't hesitate to be in contact ahead of time if needed, otherwise see you Monday 3 April.

Thanks and regards
Abigail

o

Our Water Our Voice - 2022-2023 (03) Mar Phase 2 Full Report FINAL pdf

pdf File

€ Reply

& ReplyAll | —> Forward | | =+
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17 April Email to CCRG CCRG Subgroup On-line meeting -

2023 subgroup Agenda - 20 April 2023 CCRG Subgroup On-line meeting - Agenda - 20 April 2023

<5 Reply | € ReplyAll | —> Forward | | Eg§ | ***

To ) Mary Karras; © Narelle Brown; ) jindaniinaara@gmail.com; ' Steven Collins (steven.cellins110387@gmail.com);  Douglas McCloskey; ) Ross Williams

@ Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au>

Cc O Abigail Goldberg: © Joshua Isben; © Sharon Bowyer
Retention Policy SWC - 8 Years Retention (8 years) Expires
230420 - CCRG Subgroup mesting - Agenda - Final.docx || 5y 230403 - CCRG - ttem 9 - Customer Engagement Update - for April 2023 meeting - FINAL pdf
o KB 7o e

@ Our Water Our Voice 2022-2023 - (04) April - Phase 3 Ca-Design Workshops Debrief - Draft.pcf _
4MB

Hi Mary, Narelle, Inaara, Steven, Douglas and Ross,
We are looking forward to meeting with you for the on-line CCRG subgroup meeting this Thursday 20 April at Sam.
This subgroup meeting (agenda attached) will assist us with the preparation for Phase 4 of our Customer Engagement program.

As mentioned during the recent CCRG meeting, the subgroup will not be discussing the methodology for Phase 4.
Rather, this subgroup meeting will seek CCRG input from a customer perspective on topics to be selected, how to present levels of service, and supporting information to help customers make an informed choice.

Attached are:

1. Agenda
2. Customer Engagement update paper — Please note: This is the same paper that Izzy presented at the April CCRG meeting
3. The draft report from the Phase 3 Customer Engagement workshops

Mary Karras will be chairing this meeting for us. Thank you Mary!
Looking forward to seeing you on-line.

Regards,
Sharon

Sharon Bowyer

Senior Customer Governance Specialist

Customer and Stakeholder Engagement
Mobile 0403 878 666 Level 14, 1 Smith Street
sharon.bowyer@sydneywater.com.au Parramaita NSW 2150

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice - Page 12 of 40




20 April CCRG Planning for Customer Engagement ‘ i
CCRG Subgroup meeting: Presentation

2023 Subgroup Phase 4
i E
meetmg @ Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> O Reply | € Reply Al | —> Forward | | B
Thu 2

To © Mary Karras; ) Narelle Brown; © Inaara Jindani: © Douglas McCloskey: ) Ross Williams 2023 1209
Cc O Abigail Goldberg; © Joshua Isben

Retention Policy SWC - 8 Years Retention (8 years)

®Vou forwarded this message on 28/04/2023 8:24 AM.

Expires 18/04/2031

230403 - CCRG - Item 9 - Customer Engagement Update - for April 2023 meeting - FINAL PDF.pdf
5MB

Hello everyone,

Thank you for your participation in the CCRG subgroup meeting today on Customer Engagement - Planning for Phase 4.
This discussion was very useful and your input and ideas are greatly appreciated.

Attached is the presentation that the team walked through today.

We welcome any additional comments as part of the Facilitated Discussion item by next Friday 28 April 2023,
Thank you again Mary for chairing this meeting and for keeping us to time.

Have a great day.

Regards,
Sharen

Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement

Mobile 0403 878 666 Level 14, 1 Smith Street

sharon_ bowyer@sydneywater.com.au Parramatta NSW 2150

CCRG Subgroup Phase 4 Customer Engagement - Follow up

17 May Email to CCRG CCRG Subgroup Phase 4 Customer Py wwra sl
2023 Subgroup Engagement - Follow up @ Customer Reference Group <CustomerReferenceGroup@sydneywater com.au> o

To' © MaryKarras; © Narelle Brown; * jindaniinaara@gmal.com; ) Douglas McCloskey;  Ross Wiliams
igail Goldberg: © Joshua Isben; © Sharon Bovyer
etention (3 years)

Retention P

23] SIS Group~CE s Feback Upita oy 923t [y o c trfs - for CCRG feedback docx .
Attachments e e gponts - e e e | (] -t et R o
@ e prly o[ oot ay .
° DCE Phase 4 feedback Thanks for your e C for Phase 4 of our customer inand after 4.
«  Phase 4 qual — proposed oyt s o R —
approach — cool green spaces o . parel uichgove .
. Phase 4 qual — proposed o Joing at cthr aspcts tht cart prina '
approach — tariffs o — et —— et
e  Phase 4 qual — proposed repant : e
approach — waterway health pevossie oty " ! oreprorios s

s such, if you have time, it would be great if you could

Thanks again

Regards
Josh
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Jun 2023

CCRG Meeting Meeting focus on

. Our Water, Our Voice Customer
engagement update

. Engaging customers on future bill
increases

e  Our payment assistance program

. Price proposal update

[External] Sydney Water CCRG - Meeting 4, 5 June 2023

. . . Reph <« Reply All Fi d e
GoldbergBlaise <info@goldbergblaise.com.au> O Reply | G Reply 7 Forvar
Te Stephen McMahon; © Narelle Brown; ' Bruce.McCl Steven.C 2023 1:58 PM
rg.au; : O Leigh Martin; © Douglas McCloskey; ) graham.turnerST@gmail.com; +2 others
Ce () Customer Reference Group; © Sharon Bowyer; © Joshua lsben
230605 - CCRG - Full Meeting Pack - June 2023 - Final.pdf - 230605 - CCRG - lten 8 Att 2 - Our Water Qur Voice 2022-2023 - Ph 3 Co-Design Workshop Debrief - Final.pdf -
@ 13MB @ 2MB
230605 - CCRG - Item & Att 1 - Customer Brachure - Our Water Our Voice Highlights 2023 _Final[1]. pdf - 230605 - CCRG - Item 9 Att 1 - Customer Engagement - Planning for Phase 4 - 200423 presentation - Final.pdf -
> I )
L5 230605 - CCRG - New Arrivals_Final Flyers.pdf .. =

CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.

Hi CCRG Members

Meeting 4 of the Sydney Water CCRG will be held in-person on Monday 5 June at 9:00am at Sydney Water’s City Office, 420 George St Sydney. The Sydney Water team and | are looking forward to welcoming you from 8:30am to allow time for sign-in at reception, which is just up the
escalator. If needed, ask for Sharon!

The agenda and papers for this meeting are attached. Please be reminded that our way of working is for papers to be “taken-as-read’, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at the meeting. Care has
been taken for each paper to be clear as to its purpose, and for questions to be posed where there are particular matters requiring a response from CCRG members. At the suggestion of members, we have also now moved to differentiate ‘papers for discussion’ from *papers for noting’.

Kindly note that we will be welcoming Donna Rogers to the CCRG at this meeting as the new representative for Community Industry Group (CIG). We are pleased that Anna Bacik, who has departed CIG, has agreed to remain as a ive for and the southern
NSW areas and lock forward to her ongoing input. The CCRG will also be joined by Greg Couttas, Non-Executive Director of the Sydney Water Board and Chair of the Audit and Risk Committee, as an observer. The Sydney Water MD, Roch Cheroux will join for part of the meeting

The following are attached:
+  CCRG meeting pack June 2023 —agenda and papers

Two separate papers relating to Agenda Item 8 — Our Water Our Voice Customer Engagement update

A paper relating to Agenda Item 9 — Customer Engagement — Planning for Phase 4 - subgroup meeting

As follow-up to a previous CCRG discussion item, Sydney Water’s brochure for New Arrivals and Emerging Communities in English, Nepalese and Arabic,

Looking forward to your inputs and more of the lively debate that has characterised the CCRG to date. Please dor't hesitate to be in contact ahead of time if needed, otherwise see you Monday 5 June.

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021552
E: info@qoldbergblaise com.au

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice - Page 14 of 40




15 June Email to all Customer Engagement Phase 4 : .
Customer Engagement Phase 4 Deliberative Forums - Dates for CCRG Observers
2023 CCRG members | Forums - Dates for CCRG Observers
Repl & Reply All —> F d
Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> © Reply | € Reply orwar L
To Abigail Geldberg; ' anna bacik@proton.me; ) Narelle Brown; © Steven Collins (steven.collins1103287@gmail.com); © jindaniinaara@gmail.com; © Mary Karras; Thu 15/06/2023 11:30 AM
Leigh Martin; ) Bruce.McClelland@businesswesternsydney.com; ) Douglas McCloskey; ) Stephen McMahon; ' Donna Rogers; ) Graham Turner; +1 other
Ce © Joshua Isben; * Izzy Kerr: @ Sharon Bowyer
Retention Palicy SWC - 8 Years Retention (8 years) Expires 13
Hi CCRG Members, _
As mentioned at our last meefing, the CCRG are invited to attend Sydney Water's ‘Our Water, Our Voice’ Phase 4 customer engagement sessions as Observers.
The dates and location details are outlined below.
If you would like to atiend one or more of these session, please let me know which sessions that you would like fo attend, and any dietary requirements (light dinner provided)
Please note that we can only have a maximum of 3 CCRG members attend each of the different sessions. There will be other observers from Sydney Water, DPE, EPA, NSW Health, EWON and IPART.
Attendance is optional for CCRG members. Unfortunately on this occasion, Sydney Water is not able to pay Sitting Fees or travel expenses for CCRG members to attend these sessions.
Could you please get back to me by Friday 23 June, 2023 if you would like to attend.
Once we have collated the Observer list we will let you know which dates are suitable and a calendar invite will be sent to you.
Thanks and have a great day.
Phase 4 ‘Our Water, Our Voice’ customer engagement deliberative forums will be held as follows:
Forum FORUM 1 - SOUTH FORUM 2 - FAR WEST FORUM 3 - NORTH FORUM 4 - WEST FORUM 5 - CBD
Date Tuesday 4 July 2023 Thursday 6 July 2023 Thursday 13 July 2023
Time 5:30-8:30pm 5:30-8:30pm 5:30-8:30pm 5:30-8:30pm 5:30-8:30pm
Location WIN Stadium Penrith Panthers Homsby RSL Rydges Parramatta TBC [
Address | 49 Harbour St, Wollongong NSW 2500 | 123 Mulgoa Road, Penrith NSW 2750 4 High St, Hornsby NSW 2077 116-118 James Ruse Dr, Rosehill NSW | The venue for the CBD location is to be
2142 advised, but we will let you know once the
venue has been confirmed
Regards,
Sharon
Sharon Bowyer
Senior Customer Govemance Specialist
Customer and Stakeho nt
19 June Email to all CCRG Comments: Phase 4 N iberat . | 4 stimul
i ; i CCRG Comments: Phase 4 Deliberative Forums Session Plan and Stimulus
2023 CCRG members | Deliberative Forums Session Plan and

Stimulus

To O Abigail Geldberg; ) anna.bacik@proton.me; ) Narelle Brown;  Steven Collins;  Inaara Jindani; ' Mary Karras; © Leigh Martin;  Douglas McCloskey;
BruceMcClelland@businesswestemsydney.com; ) Stephen McMahon; © Donna Regers;  Graham Turner;  Ross Williams
Cc © Joshua sben; @ Sharon Bowyer
Retention Policy SWC - 8 Years Retention (2 years)
®‘v’ou replied to this message on 28/06/2023 3:36 PM.
This message was sent with High importance.

@ Customer Reference Group <CustomerReferenceGroup@sydneywater.com.aus
Expires 17/06/2031
aMe

@ Our Water, Our Voice - 2022-2023 - (07) July - Phase 4 Deliberative Forums - Draft Material - 190623 pdf

@ Our Water, Qur Voice - 2022-2023 - (06} June - Phase 4 Deliberative Forums - Session Plan DRAFT Clean 160623 docx
154 KB

Hi CCRG Members,

= Forward | | B8 | | ="

Mon 19/06/2023 1:15 PM

% Reply All

€3 Reply

As Josh mentioned at our June CCRG meeting, the CCRG are invited to review the materials that will be used for Phase 4 of the Customer Engagement "Our Water Our Voice’ program.

Unfortunately we need a very quick turnaround so that we can consolidate the feedback and update the documents in time for the forums to commence.
For those wishing to comment, we need to your feedback by lunchtime Friday 23 June.
Thank you.

Regards,
Sharon

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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28 June
2023

Email to all
CCRG members

CCRG Story in "Waterwrap"

CCRG Story in "Waterwrap"

Repl & Reply All — Forward
Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> € Reply % Renly
To O Custorner Reference Group; ' Abigail Goldberg; © anna.bacik@proton.me; © Narelle Brown; C Steven Collins; ) Inaara Jindani; ) Mary Karras; C Leigh Martin; Wed 2
Douglas McCloskey; ' BruceMcClelland@businesswesternsydney.com;  Stephen McMahon; © Donna Rogers; ' Graham Turner: ) Ross Williams

Cec © Joshua Isben; © Sharon Bowyer
Retention Policy SWC - 8 Years Retention (2 years) Expires 26/06/2031
(i) This message was sent with High importance.
Hi CERE Membars,

s Josh mentioned at our June CCRG, we plan to publish a short article about the CCRG in our Waterwrap newslatter.
Waterwrap appears &5 an insert with our paper bills and 250 on-line. An sxample of the May-July 2023 watenwrap can be found here

The article will be very short and wil also include the CCRG group photo image that s currently on our website. Being able to show this picture really humanises the story about the CCRG
The proposad article ard photo are shown below.

We trust that you are supportive of this phato being published with this article, however if you have any concerns, plesse let me knaw by 12n00n this Friday 30% June

Thanks everyane.

Regards,

Sharon

CCRG Article for Waterwrap Aug-Oct 2023 edition

We're listening to our community

The Customer and Community Reference group (CCRG) works with us £ &n independent voice to ensure cur sirstegic plans, investment decisions snd regulstory submissions are in the best long-term interests of aur customers =nd the graster Sydney community.

The CCRG mests six times & year with sddifional meetings and engsgement forums from ime to fime. They suppart the resesrch and engagement we da directly with aur customers, including the Cur Wster, Our Voics customer program.

The group is independently chaired and includes representatives from s range of sectors, professionsl backgrounds and relevant expertise. They're es diverse ss our customer base that they represent

For more information about the CCRG members and minutes of their meetings see our website

4 July 2023

Email to full
CCRG

CCRG: Customer Engagement Phase
4 - Session Plan and Stimulus Pack

CCRG: Customer Engagement Phase 4 - Session Plan and Stimulus Pack

Customer Reference Group <CustomerReferenceGroup@sydneywater.c O Reply | € Reply Al | = Forwerd
To Abigail Goldberg; ' anna.bacik@proton.me; ' Narelle Brown; (' Steven Collins (steven.collins110387@gmail.com);
jindaniinaara@gmail.corn; ' Mary Karras; " Leigh Martin; ' Bruce.McClelland@businesswesternsydney.com; ' Douglas McCloskey; +3 others
Cc Joshua Isben; ) lzzy Kerr
Retention Policy SWC - 8 Years Retention (8 years) Expires 2/

@ Our Water, Our Yoice - 2022-2023 - (08) June - Phase 4 Deliberative Forums - Session Plan FINAL - 300623.docx -

170 KB

@ Qur Water, Our Yoice - 2022-2023 - (07) July - Phase 4 Deliberative Forums Slide Deck- FINAL - 300623, pdf
11 MB

Hello everyone,
Please find attached the finalised the Session Plan and Stimulus Deck for the Phase 4 Deliberative Forums which commences this afternoon (first session at Wollongong).
Thanks to those of you have provided feedback. The team are grateful for your input and have tried to incorporate it as much as possible.

Regards,
Sharon

Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement

Mobile 0403 678 666 Level 14, 1 Smith Street

sharon.bowyer@sydneywater.com.au Parramatta NSW 2150

Tl
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7 Aug 2023 | CCRG Meeting Our Water, Our Voice Customer
engagement update

Price proposal update
Operating Licence Review

[External] Sydney Water CCRG - Meeting 5, 7 August 2023
€ Reply | ) Reply All | —> Forward | | e

@ GoldbergBlaise <info@goldbergblaise.com.au>
Thu 2

To Stephen McMahon; ) Narelle Brown;  Bruce.McC| 3 ; ) mary.karras@ rg.au;
drogers@cigroup org.au; _ Leigh Martin; ) Douglas McCloskey; * graham.turner57@gmail.com; * roselina2110@gmail.com; +2 others

Cc ) Customer Reference Group; © Sharon Bowyer, © Joshua lsben
®Yuu forwarded this message on 27/07/2023 3:26 PM.

@ 230807 - CCRG - Full Meeting Pack - Aug 2023 - Final.pdf o @ 230807 - CCRG - Item - Background - DSP and ChargesPaper - UDIA Stephen McMahon.pdf
7MB 2MB

CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.
Hi CCRG Members

Meeting 5 of the Sydney Water CCRG will be held in-person on Monday 7 August at 8:00am at Sydney Water’s City Office, 420 George St, Sydney. The Sydney Water team and I are looking forward to welcoming you from 8:30am to allow time for sign-in at reception, which is just up the
escalator. If needed, ask for Sharon!
The agenda and papers for this meeting are attached. Please be reminded that our way of working s for papers to be ‘taken-as-read’, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at the meeting. Care has

been taken for each paper to be clear as to its purpose, and for questions to be posed where there are particular matters requiring a response from CCRG members. At the suggestion of members, we have also now moved to differentiate ‘papers for discussion’ from ‘papers for noting’

The CCRG will be joined at this meeting by Non-Executive Directors of the Sydney Water Board, Dr Susan Petterson and Prof Mary O'Kane, s observers. Jamie Hollamby, General Manager, Finance will also join as an observer. The Sydney Water MD, Roch Cheroux, and Chris Gould, General

Manager Business D , will join as parti for part of the meeting.
Please note that this meeting will focus on two key topics as well as general updates, viz:

Infrastructure Contributions (Lhr). This session will run as a panel discussion with Chris Gould from Sydney Water and 5 of the CCRG members presenting their views, followed by a facilitated discussion.
tion Action Plan (RAP) (45min). The RAP will be presented and implementation described followed by opportunity for Q8.

+  Sydney Water's Recon:

The following are attached:

re C

»  CCRG meeting pack August 2023 - agenda and papers (please note, this includes Sydney Water paper to

«  Background material provided by Stephen McMahon (representing UDIA] outlining a view on business concerns regarding the proposed D ervice Plans and stormwater charges. This is background information for the panel discussion on Infrastructure Contributions.

Please don’t hesitate to be in contact ahead of time if needed, otherwise looking forward to seeing you on Monday 7 August.

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021 552
E: info@goldbergblaise com.au

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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7 August
2023

Email to
subgroup
members

CCRG Customer Engagement Phase
5 - Next steps

CCRG Customer Engagement Phase 5 - Next steps

Customer Reference Group <CustomerReferenceGroup@sydneywater.c O Reply | € Replyal
To Mary Karras; ' Douglas McCloskey; ' anna.bacik@proten.me; ) Steven Collins (steven.collins110387@gmail.com); © Ross Williams;
jindaniinaara@grnail.com; ) Narelle Brown
Cc Joshua Isben; O lzzy Kerr; ' Abigail Goldberg; @ Sharon Bowyer
Retention Palicy SWC - 8 Years Retention (8 years) Expires 5/08/2031

Hi all,

Thank you for your great input at today’s CCRG meeting and for volunteering to be on the CCRG customer engagement subgroup to help with planning and design for Phase 5.
We are holding an all-day workshop with our internal working group, business subject matter experts and the research agency to plan for Phase 5 on Thursday 17'" August.

It would be great if you could attend all or part of this workshop session. It will be held at a venue close to the City.

Following this planning workshop we will have a separate session with the CCRG subgroup (on-line), date to be advised.

The all-day planning workshop is an opportunity to directly shape and influence our approach and content for Phase 5.

Could you please let me know by Friday 11" August if you are interested and able to attend the all-day workshop to be held on Thursday 17*" August.

In the meantime, if you have any additional thoughts on Phase 5 that you would like to share before then, please do so.

Sitting Fees will be paid for attending both the all-day workshop and the subgroup meeting.

Regards,
Sharon

Sharon Bowyer

Senior Customer Governance Specialist

Customer and Stakeholder Engagement
Mobile 0403 878 666 Level 14, 1 Smith Street
sharon.bowyer@sydneywater.com.au Paramatta NSW 2150

—» Forward

Maon 7/
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15 August Email to CCRG: Pre reading pack for Customer ‘ )
2023 subgroup Engagement Phase 5 Planning CCRG: Pre reading pack for Customer Engagement Phase 5 Planning workshop on Thursday 17 August
members WOFkShOp on Thursday 17 AUQUSt Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au =
To anna.bacik@proton.me; ' jindaniinaara@gmail.com; ' Mary Karras; ' Douglas McCloskey; © Ross Williams
Cc Joshua Isben; O lzzy Kerr; ' Abigail Goldberg; @ Sharon Bowyer
Retention Policy SWC - 8 Years Retention (8 years) Expires 13/
@ Our Water Our Voice - 2022-2023 - Phase 5 - Kickoff Meeting - Tariffs, Price Control, Outcomes, Measures, Targets and ODls - Agenda - 170823 Final.pdf -
231 KB
@ Our Water, Our Voice - 2022-2023 - (08) Aug - Pre Phase 5 Workshop Pack - Outcomes, Measures, Targets, ODls - 150823.pdf -
992 KB
ﬂ'-ﬂ Our Water, Our Voice - 2022-2023 - (08) Aug - Pre Phase 5 Workshop Pack - Tariffs and Price Control - Final.pdf o
Hi CCRG Members,
Thank you for being involved in the Customer Engagement Phase 5 Planning Workshep on Thursday 17 August.
Attached is the Pre-reading Pack for our workshop containing:
1) Agenda
2) Outcomes, Measures, Targets, ODIs pack
3) Tariffs and Price Control Pack
A reminder, that this Workshop is being held at Rydges Sydney Central, 28 Albion Street, Surry Hills NSW 2010 (just a short walk from Central Train Station).
Please arrive by 9am for a 9:15am start.
We look forward to seeing you there.
Regards,
Sharon
Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement
Mobile 0403 878 666 Level 14, 1 Smith Street
sharon_bowyer@sydneywater.com.au Parramatta NSW 2150
17 August Phase 5 Customer Engagement Phase 5 CCRG Attendees
2023 Planning Planning Workshop with Sydney Water
Worksho and Kantar (Research Partner . - i
p ( ) Member Name Representation 17 August 2023 - Phase 5 Planning
Workshop (Central)
Inaara Jindani Community Member Attended
Mary Karras Ethnic Communities Council Attended
Douglas McCloskey PIAC Attended
Ross Williams Local Govt Association Attended
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30 August
2023

Email to full
CCRG

CCRG: Phase 5 Customer
Engagement 'Our Water Our Voice'
sessions

CCRG: Phase 5 Customer Engagement ‘Our Water Qur Voice' sessions
Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> 3 Reply | O Reply Al
To () Abigail Goldberg; ) anna.bacik@proton.me; ' Narelle Brown; ( Steven Collins (steven.collins110387@gmail.com}; * jindaniinaara@gmail.com; () Mary Karras; ©) Leigh Martin;
Bruce.McClelland @businesswesternsydney.com; ) Douglas McCloskey; © Stephen McMahon; ) Donna Rogers; ' Graham Turner; ) Ross Williams
Cc © Joshua Isben; O lzzy Kerr; @ Sharon Bowyer
Retention Policy SW

WC - 8 Vears Retention (8 years) Expires 28/08/2031
(i) You farwarded this message on 14/09/2023 9:48 AM.

Hi CCRG Members,

As Josh mentioned al the 7 August CCRG meeling, the Phase § ‘Our Water Our Voice' Cusiomer Engagement Deliberative Panels will be held over two weekends in September and October.
Phase 5 will cover 1. Tariffs and price control and 2. Customer Outcomes, Measures and Outcome Delivery Incentives (ODIs)

Around 40-50 people will be recruited for each of the sessions. One group of customers will attend the Tariffs and Price Control sessions. Another group will attend the sessions on Customer Outcomes, Measures and ODIs.

On the first day, foundational information will be presented. On the second day, options would be presented and discussed. This method has been selected as it will allow time for foundational information to be provided and will also allow customers more time to understand the complexities of the fopics and to deliberate th

from an informed standpoi
Two members of the CCRG are invited to observe each of the weekend sessions as outined below:
Tariffs and Price Control

Day1 | Deliberalive Panel - Tarilts, | Saturday, 23 September 2023
Price Controls (Foundation) | 10:00 Alv-4:00 PM

Rydges Parramalia (116 James Ruse
Drive, Sydney New South Wales 2142)

Day2 | Deliberative panel - Tariffs, | Saturday, 7 October 2023
Price Controls (Customer | 10:00 Alv-4:00 PM
Feedback/Q8A)

Rydges Parramatia (116 James Ruse
Drive, Sydney New South Wales 2142)

Customer Outcomes, Measures, Outcome Delivery Incentives (ODIs)
Day1 | Deliberative panel - Sunday, 24 September 2023

Outcomes, Measures, ODIs | 10:00 Al-4:00 PM

(Foundational)

Rydges Parramatia (116 James Ruse
Drive, Sydney New South Wales 2142)

Day2 | Deliberative panel - Sunday, 8 October 2073
Outcomes, Measures. ODIs | 10:00 AM-4:00 PM
(Customer Feedback/O8A)

RyGges Parramatia (116 James Ruse
Drive, Sydney New South Wales 2142)

I you are interested and available to attend one of these weekend sessions, please let me know your preferred session date.
Once the full attendee listis determined we will then confirm f places are available.

Please note that Sitting Fees or Travel expenses il not be paid fo attend these sessions,
Could you please let me know your interest/availabiliy o attend and alsa any dietary requirements by COB Wednesday 6% September 2023
Thanks and have a great day.

Regards,
Sharon

—» Forward | | I

08/202)

Wed 30,
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2023

Email to CCRG
subgroup

CCRG: Phase 5 Session Plans for
Review

CCRG: Phase 5 Session Plans for Review
3 Reply | % Reply Al

Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au>
To ) Mary Karras; © Ross Williams; () jindaniinaara@gmail.com; ) Douglas McCloskey; ) anna.bacik@proton.me; ' Steven Collins (steven.collins110387@gmail.com);  Narelle Brown
Cc © Joshualsben; © lzzy Kerr; ©) Abigail Goldberg
Retention Policy SWC - 8 Years Retention (2 years) Expires
@ Our Water Qur Voice 2022-2023-08Aug-Phase 5 Tariff and Price Control-DAY 1-DRAFTV1-300823.docx @ Qur Water Our Voice-2022-202 -08Aug-Phase 5 Tariff and Price Control-DAY 2-DRAFTV1-300823.docx
51KB 39KB

@ Our Water Our Voice - 2022-2023 - (08) Aug - Phase 5 Outcomes - DAY 1- DRAFTV2 - 300823.docx

@ Our Water Our Voice - 2022-2023 - (08) Aug - Phase 5 Outcomes - DAY 2 - DRAFT V1 - 300823.docx
49KB

39KB
Hi everyone,

Thanks everyone for your earlier feedback on the Session Plan for the Foundational day for Phase 5.

For your review we now have the following session plans attached.

Session Plans for Tariffs and Price Control for Day 1 and Day 2.

Session Plan for the Outcomes, Measures and Outcome Delivery Incentives for Day 1 and Day 2.

We have very tight frames 50 would appreciate your feedback by COB this Friday 1st September.

Thanks everyone for your invelvement and support with this work

Regards,
sharon

Sharon Bowyer
Senior Customer Govemance Specialist
Customer and Stakeholder Engagement

Mobile 0403 §78 666

Level 14, 1 Smith Street
sharon.bo P N

2150

dneywater.com.au

= Fovard | | Il

Thu 31/08/20:
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4 Sept 2023

Email to full
CCRG

Out of Session Paper — Proposed
Customer Contract for the Sydney
Water Operating Licence Review

CCRG and Consultation on Recreation at Prospect Reservoir

<) Reply | & ReplyAll | —> Forward

Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au>
To O anna.bacik@proton.me; ' Narelle Brown; © Steven Calins (st llins110387@gmail Mary Karras; © Leigh Martin;
Bruce MeClelland @businesswesternsydney.com; ) Douglas McCloskey; C Stephen McMahon; ) Donna Rogers; (- Graham Turner; / Ross Williams
Cc © Abigail Goldberg; © Joshua Isben
(3) You forwarded this message on 22/09/2023 137 PM

@ 230004 - CCRG - Sydney Water s proposed Customer Contract for the Sydney Water Operating Licence Review 2023-24.,pdf @ 230904 - CCRG - Appendix 1 - Sydney Water's updated Customer Contract with Tracked Changes.pdf .
350 KB 3MB
@ Prospect Reservoir Recreation Fact Sheet.pdf v @ 230820_MR_JACKSON MCDERMOTT_FAST TRACKING FEASABILITY STUDY FOR PROSPECT RESERVOIR. pdf -
= 101

=4 prospect-reservoir-discussion-paper.pdf
Hi CCRG Members,
Hope you all had a good weekend. We have 2 topics (outlined helow) that we are seeking your input on

1. Proposed Customer Contract.
At the last CCRG (7 Aug 2023) meeting, there was an action for Sydney Water to share the proposed Customer Contract with the CCRG. T

g Licence Review 2023-24. Attached is a paper explai

forms part of our Operz

We seek CCRG member feedback on the Proposed Customer Contract by Friday 29 September 2023.

2. tion on Recreation at P
Would you be willing to participate in an interview? If so, please reply by Wednesday 65eptember 2023.

The NSW promised to open for ional activities to fill the gap in public water-based activities in Western Sydney.

The NSW Department of Environment and Planning — Water (DPE) has released a public discussion paper seeking the broader community’s input to allow Prospect Reservair to be used for public recreation like swimming, while minimising impacts to the city’s drinking water.
Public comments are sought up to 30 September 2023 The feedback received will help inform a feasibility study to explore in detail the potential implications and safeguards of various recreation options.
In additian, DPE is keen to hear from the members of the Customer and Community Reference Group also and has requested whether it can conduct short interviews with CCRG members

A copy of the public discussion paper and related Government media release is attached

& the key changes and the proposed Customer Contract.

Sydney Water and our customers are important stakeholders as recreation within the reservoir would have implications on the Prospect Water Filtration Plant; the plant supplies drinking water to about 4 million people across Greater Sydney. Some of Sydney Water the water body is

public recreation, like picnic grounds. The Reservoir itself is owned by WaterNSW.

Sydney Water assisted with the development of the discussion paper. Sydney Water will continue to assist DPE as it progresses investigations and implications on matters such as funding and ongoing mangement.

Sydney Water intends to make its own submi

Toleam more, please see:
+  Fact sheet, media release and discussion paper (attached)

o Incressings ies st Prospect Reservoir | Water (nsw gov au)
to short video
N

Lik
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subgroup

CCRG: Phase 5 Customer
Engagement subgroup input - Update

CCRG: Phase 5 Customer Engagement subgroup input - Update

Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au>  Rerly
To © anna.bacik@proton.me; ) Narelle Brown;  Steven Collins (steven.collins 110387@gmail.com); C Inara Jindani; * Mary Karras: © Douglas McCloskey; © Ross Williams
Cc O Abigail Goldberg; © Joshua Isben; © lzzy Kerr; @ Sharon Bowyer

Retention Policy SWC - 8 Years Retention (8 years) Expires 4/09/2031

Hi CCRG subgroup members,

Firstly, thanks very much for your incredibly valuable input to the planning and design of Phase 5 so far. We are taking your feedback on board and currently working through the next draft of the session plans and drafting all the content.

According to our timeline, the next drafts of Day 1 content (for both tariffs and customer outcomes) will be av
on Monday 25 September, with feedback due by COB Tuesday 26 September.

I apologise in advance for the short turnaround — unfortunately we're operating to a very tight timeframe. If we can get the material to you earlier, we will,

kind regards
Josh

“ ReplyAll | —> Forward | | K | | -

Wed 6/09/20;

ble for your review on Thursday 14 September. We need to get feedback by COB Friday 15 September. We will have a similar draft of Day 2 content for both topic areas available
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11 Sept Email to CCRG CCRG: Phase 5 Customer . CCRG: Phase 5 Customer Engagement - Rehearsal sessions
2023 subgroup Engagement - Rehearsal sessions & Reply | € Reply Al | > Forvard

Customer Reference Group <CustomerReferenceGroup dny ater.com.au>
To  annabacik@proton.me: * Narelle Brown: O Steven Collins (steven.collins110387@grmail.com); © Mary Karras: © jindaniinaara@gmail.cor: © Douglas McCloskey: © Ross Williams Mon 11/
Cc O Abigail Goldberg; © Joshua lsben; () lzzy Kerr, @ Sharon Bowyer

Retention Policy SWC - 8 Years Retention (8 years) Expires 9

Hi CCRG Subgroup Members,
Hope you all had a nice weekend
Ahead of our Phase 5 Deliberative Panels we will be holding Run through/Rehearsal sessions with our research partner and the Sydney Water team. The CCRG are also are invited to attend
The sessions will be held
o Phase 5~ Rehearsal for Day 1 - Foundational Sessions

Tuesday, 18 September 2023 8:00 AM-5:00 FM
Rydges (28 Albion Street, Sydney New South Wales 2010)

Phase 5 - Rehearsal for Day 2 - Deliberative Panels

Wednesday, 4 October 2023 8:00 AM-5:00 P

Rydges (28 Albien Street, Sydney New South Wales 2010)

Please let me know by this Friday, 15 Sept 2023 if you would like to attend one or both of these sessions and if you have any dietary requirements
sitting Fees and expenses will be paid for attending these Rehearsals.

Have a great day.

Regards,

Sharon

Sharon Bowyer
Senior Customer Govemance Specialist
e el

er and Stakel ment
Mobile 0403 378 666 Level 15, 1 Smith Sireet
haron com.au Parramatta NSW 2150

14 Sept Email to CCRG CCRG: Update on Phase 5 CCRG: Update on Phase 5
2023 SUbgroup @ Customer Reference Group <CustomerReferenceGroup@sydneywater.com.aus © Reply | € Reply Al | — Fommerd &

To © anna.bacik@proton.me; - Narelle Brown; (" Steven Collins (steven.collins110387@grmail.com); * Mary Karras; * jindaniinaara@gmail.com; * Douglas McCloskey; © Ross Williams
Cc O Abigail Goldberg; © Joshua Isben; © Izzy Kerr; @ Sharon Bowyer
Retention Policy SWC - 8 Vears Retention (3 years) Expires 12/09/2031

@ URA Draft Letter of Advice - SW's propased deliberative forums (7 Sep 2023)pdf
532 KB

Hi CCRG sub-group members

As you know, we are currently planning and developing content for Phase 5 of the Our Water Our Voice customer engagement program, with your help and guidance,

Some of you may recall from the planning day we held a few weeks ago that we mentioned a ‘peer review’ of our plan and approach for Phase 5, to be conducted by the consultant wha s quality assuring our process for developing our price proposal {including the customer engagement). Th
review highlighted some significant concerns with our planned approach, including methodology and topics (copy attached).

We planned to share updated session plans and materials with you this week for input and feedback. However, as a result of the finding from the peer review, we are pausing and re-thinking our approach for Phase 5. This means that we will be cancelling both the rehearsals and the
deliberative panel sessions planned in late September and early October. They will be rescheduled once we're clear on the revised approach.

We need your continuing input into this process and will share our revised plan and outline as soon as it is available (likely to be early next week). I've attached the peer review feedback for your information. At a very high level, the key concerns were:
1. Time - questioning whether sufficient time was allocated to conduct a genuine deliberative process on broad and complex topics
2. Customer-driven —concern that the tariffs and price control topics weren't customer driven and were more reflective of Sydney Water priorities
Willingness to pay and support for investment —while we did present the investment need and associated bill increase to customers in Phase 4, it was largely an ‘inform exercise, Customers weren't given sufficient information to properly understand the need for the investment (in
terms of benefits and risks) and consequently didn’t have the opportunity to make an informed decision to support the investment (or not).

w

It should be noted that item 3 was also raised by IPART recently and reflects similar feedback from the CCRG. There were a number of other findings when comparing our approach to what constituted ‘advanced” customer engagement in the recent Victorian round of price reviews and best
practice under accepted standards

As a result we will extend our timeline to ensure we can engage adequately on these important topics and make sure that the tariffs/price control area is driven from a customer perspective, with a logical narrative joining all the topics together. | also want to be clear that all your input at the
planning workshop and on the subsequent session plans is valid and will continue to be incorporated into our approach.

¥l provide an update as soon as | know more, but happy to hear your views in the meantime,

Regards
Josh

Josh Isben
Head of Customer & Strategic Insights
Customer, Strategy & Engagement

Mobile 0408 324 786 Level 15, 1 Smith Street
joshua.isben@sydneywater com au Parramatta NSW 2150 P
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CCRG: 9 October 2023 - Additional Information
—> Forward

To O Abigail Goldberg; ( anna bacik@proton.me; ) Narelle Brown; * Steven Collins (steven.collins110387@gmail.com); C jindaniinaaratgmail.com; © Mary Karras; © Leigh Martin: Wed 27/0
BruceMcClelland@businesswesternsydney.com; ' Douglas McCloskey; C Stephen McMahon; ) Donna Rogers; - Graham Turner;  Ross Willams
Ce © Joshua Isben; C lzzy Kerr; © Sharon Bowyer
Retention Policy SWC - 8 Vears Retention (8 years)

Reply | &) Reply All
@ Customer Reference Group <CustomerReferenceGroup@sydneywater.com.aus O Reply | € Reply

Expires 25/00/2031

Our Water Our Voice - 2022-2023 - Phase 3 Executive Summary Report - FINAL 050923 pef Our Water Our Voice - 2022-2023 - Phase 1 Executive Summary Report - Final.pdf

. Our Water Our Voice - 2022-2023 - Phase 2 Executive Summary Report - Final.pdf
3MB 4MB @

3MB

e 310223 SBS NEWS MALABAR WRRF PLANTS.mp4.htmi
475KB

Hi CCRG members,

Custor — Additional
Following on from Abigail’s email on the papers for the S Oct 2023 CCRG meeting, please find attached additional background for your information.

These are the Customer Engagement Executive Summary reports for Phase 1, 2 and 3 which will be useful reference for the Price Proposal deep dive workshop items.

Please note that the Phase 1 and Phase 2 ‘internal” reports still make reference to ‘deliberative forums’ (a point of discussion at the Aug CCRG meeting). We have updated this is our customer facing ‘what we heard” reports and the amendment will be made to these internal reports in due
course.

Malabar Water Resource Recovery Facility
At the August 2023 CCRG meeting, we took an action to share additional information about the native plants being planted at our Malabar facility.
Please see the article below and attached video clip from SBS News for your information

https://insi com.au/syd ter-and-first-nations-local I

Looking forward to seeing you at the 9 October 2023 meeting.

Regards,
Sharon

Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement

Mobile 0403 878 666

Level 14, 1 Smith Street
sharon| dneywater com au NSW2

150

Oct 2023

CCRG Meeting

Our Water, Our Voice Customer
engagement update

Workshop: Customer Outcomes

Price proposal workshop - Affordability

[External] Agenda and Papers for Sydney Water CCRG - Meeting 6, 9 October 2023, to be held at Rydges Central, 28 Albicn Street, Surry Hills

<
GoldbergBlaise <info@goldbergblaise.com.au> < Reply | < Reply Al | — Forward
To © Stephen McMahon; Bruce.M: m; rg.2u Wed 27/1

€ o
drogers@cigroup.org.au; * Leigh Martin; - Douglas McClaskey; 7@ roselina2 110@gmail com; +2 others
Cc © Customer Reference Group; @ Sharon Bowyer, © Joshua Isben

/2023 1:30 PM

231009 - CCRG - Full Mesting Pack - Oct 2023 - Final pdf
@ pdfFile

CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.
Hi CCRG Members

Meeting 6 of the Sydney Water CCRG will be held in-person on Monday 9 October at 9:00am. Please note the location for this meeting is Rydges Central (Riley Room), 28 Albion Street, Surry Hills. Tea, coffee and treats will be available from 8:30am. Sharon will have her mobile with her if
needed.

The agenda and papers for this meeting are attached. Please be reminded that our way of working is for papers to be “taken-as-read”, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at the meeting.
The CCRG will be joined at this meeting by Kate Dryden, Non-Executive Director of the Sydney Water Board as an observer. The Sydney Water MD, Roch Cheroux is an apology for this meeting as is Douglas McCloskey from PIAC.
The focus for this CCRG is a deep dive on the Price Proposal. This will be divided into two sessions, viz:

o Session 1 will be a workshop on Customer Outcomes and Measures. We will be breaking into small groups for focused discussion on this matter, which will be facilitated by Sydney Water staff.

« Session 2 will focus on Affordability with a presentation from Monika Moutos and Flavio Romana followed by a customer ‘perspectives’ session guided by CCRG reps Narelle Brown, Graham Turner and Steven Collins, then broader discussion with the group.

The following are attached:
«  CCRG meeting pack October 2022 — agenda and papers.

Sharon will separately send the Customer Engagement Phase 1, 2 and 3 summary reports for information.
Please don‘t hesitate to be in contact ahead of time if needed, otherwise see you Monday 9 October.

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T 0404 021 552
E: info@goldbergblaise.com au
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Email to CCRG

CCRG: Phase 5 update

CCRG: Phase 5 update

¥ CeRG subgravp
1hope yours all welland having agood waek.

Background

25 mentioned in our email 3 week oF 55 330, e have now full revised the naxt phass of customer engagement, taking on feedback from yourselues 35 well 25 1PART and the URA [our quality assurancs esnsultant fo the price submission].

ahis ph: paying for’. 1PAAT gave vt done snough to demenstrate

5 The first of thess (phase )
d £ dkeeping bills affordsble.

Phase s

v proposed for phase 5
<ustomer support for our investment plan an thet thepropsed option i the most

the subject

other related issues. planned for rebtarch X

Phase 6 wil focus on*how ft gets paid for and who pays for wha. The intent of this phase:
mattar.

Soth phases of engagemant are intended to be principle-diiven. Thatis, we will gst parTiipants £ understand the principles (including trade-offs) for n <0 apply these
Feedback required
erached sre 3 documents:
+ oueralisession pian for Phase s
& Draft contantfor Day 1 of phass 5
+ adgitional URA Fesback on our revised session plan
‘We nised your feedback on the irst twa documents and I've included the URA document for your reference.
for i Jease note that sddiional = ura feedback, i wel a5 dliberation. This will 4 the wnforsunately, we have to de this in
arallel, because o We have slo regard to content for days 2 £0 &, BaCauss CUSEOMErs might want more or ess focus on particular topic reas.
25 you'l s2@in the session pian, the focus for Day 1 our 2 ‘a2 n particular, we stillnsd to simplify sides and langusge, 3nd use more visual contant. We willwork on this in paralel
anhow the mere canft sen i in powierp: st because the il is oo largz, hence ¥ s POF il Could you pleass eomments,

wieh your revisu, but we'd 2ppracis

R

newr on 2 et timalne.

1 you need 1o clarify anyehing, pleas don't hesiate to gat n touch,
ind regards

sesh

Josh Isben
Head of Customer & Strategic Insi

Level 15,1 Smih Street

Mobile 0403 324 735
Parramaita NSW 2150

joshua isben@sydnemater comau

3
We are aiming to finafise the sessian plan for il of Phase 5 and the Day 2 macerials by this Friday 27 October, COB. That means we reall need your feedback by Thursday aftemoon 26 October at the fatest, 50 that we can work It into the fina content. | apologise again o the shart

unavcidable

Subgrou Reply | € ReplyAll | = Forward
9 p Customer Reference Group <CustomerReferenceGroup@sydneywater.com.aux> © Reply | € Reply &
To © Mary Karras; © Ross Williams; © jindaniinaara@gmail.com; © Douglas McCloskey; ) anna.bacik@proton.me; ) Narelle Brown; ) Steven Collins (steven.collins110387@gmail.com) Mon 16/10/2023 10:11 AM
Cc O Abigail Goldberg; © Joshua Isben; O lzzy Kerr; @ Sharon Bowyer
Retention Policy SWC -  Years Retention (8 years) Expires 14/10/2031
(D) ¥ou forwarded this message on 14/11/2023 3:39 PM,
Hiceaa subgroup
4 mantonad s the mastng on Manday, s have ttal reised ur approseforPhace 5, bsed on your feacback, and fedback from URA and PART.
e e now close to having = revised crftsession plan for the ana . " . Scheduleisvery tigh,so et " - We waran' parring
e orishop witnyou to ack,bux arn't caror e are siming for falspproval 31 on Fiday 23 oeaber.
e materil for the othr three dys will b avaiabl for your Feview 3s et th folowing schedul:
[ | toterals sent forreview | Review com ]
[z ] 31 octoner T 2 vowemoer |
[oas 7 ovember | Snovember |
[oave | sanovemper | sonmemer ]
You'l notethe turmaround tme fo materals for thecther thres daysis squaly ghe
e panel sassons wil e, Youl note e runa 83y formst sn mak Vowre welcome 9 teend any of the rehearess, but they are i parson . We il Be pying g faes and el sxpenses for
customes panel ses he
Wewil o have - 3 intations
Sesion oae Time tocaion
oo onys | Ninday, s owermber 033 | 530 pm—s305m | wrages contal
P Soturday, 12 November 2025 | swoam —5:0sm | aydges arramataa
Sehears Nonday, 3> owamber 63 Sodon Bushi
customer panal-oay 2 _
Actua Soturda, 18 November 2022 200 am ~5:00sm | Rydges Farramatta
Sehears Nonday, 20 Novamber 623 oy contra
customer panal-oay 3 _
et Soturde, 25 Novermber 2025 | :00am 500 pm | Aydges Parramatis
prvee Tussday, 28 hovembar 20| soam=Toopm | sadisson s viars
Customer panel-oay 8
st Suniay, Decemberzozz w00 am-s0pm | nydaes rarramats
veve s great .
Regarts
Josh
Josh Isben
Head of Gusomer & Suatagicnsihts
Mobite 403 324 730 Leve 15, 1 S St
n Fatramaits NOW2150
24 Oct 2023 Email to CCRG Phase 5 customer engagement Phase 5 customer engagement materials - for review by COB Thursday 26 October
- Reply & Reply All Forward .
subgroup materials - for review by COB Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> O Reply | O Repyall | = L]
Thursday 26 October To O Mary Karras; © Ross Williams; © jindaniinaarz@gmail.com; © Douglas McCloskey; : Steven Collins (st llins 110387 .com) Tue 24/10/2023 1213 PM
Ce O Abigail Goldberg; © Joshua lsben; © lzzy Kers; @ Sharon Bowyer
Retention Policy SWC - 8 Vears Retention Expires 22/10/2031
@ Our Water Our Voice - 2022-2023 - (10) Oct - Phase 5 Session Plan - V6 - 241023.docx o Our Water, Our Voice - 2022-2023 - (10) Oct - Phase 5 Day One Session Deck combined version - 241023 V4 Clean Version CCRG_1.pdf -
135KB o
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CCRG: Phase 5 Customer Engagement - Dates
Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> O Repby | © ReplyAll | — Forvard
To anna.bacik@proton.me; ) Narelle Brown; ) Steven Collins (ste llins1 T@gr lcomy; om; ) Mary Karras; Fri 27/10,
Douglas MecCloskey: ) Stephen McMahon;  Donna Rogers; ) Graham Turner; ) Ross Williams
Cc O Abigail Goldberg; © Joshua Isben; * Izzy Kerr; © Sharon Bowyer
SWC - 8 Years Retention (8 years)

Leigh Martin; * Bruce McClelland@businesswestersydney.com;

Expires 25/10/2031

Retention Polic
(D) ¥ou forwarded this message on 7/11/2023 12:06 PM.

@I Our Water Our Voice - 2022-2023 - (10) Oct - Phase 5 Session Plan - V7 - 271023 docx
41K

HiCCRG members,

a5 mentioned at the Gctober £CRG, we porosct 5 customer engagement, based on your- URA and PART
planfor four terials for Ross, nsara, Doul Nrelle, and stevenc). we feedoack from the CCRG sub-group and URA.

Tne customer panel sessions will commence in eary November. You'll note we run a % day rehearsel befare each . rehearsals

Allmembersof the CCAG: - hough . astendance.

During thes beasked o he isat s ssheditoleave the room planis e the CeRG sub-

roup. W will provid th final session plan == soan ssit's vaiibls.

Pleas sox the datas inthe tasls below.

W will be paying Stting Feas and Expenses for CCRG sttendance at these sessions.
Session Date Time Location
Rehzarsal Wonday, 6 November202s | 1230 pm—430pm | Rydges central
customer panel- D3y £ . o o e
actual Sarurdey, 11 Novernbs =00am—500pm Fydees Pamamets
Rehzarsal Wonday, 23 November 2023 | 1230pm—430pm | Radison Blu plaza
Custamer Panel- sy 2
actual Saturdey, 18 novenbs 500am-500pm Rydges Paramatts
Rehzarsal Wonday, 20 November 2023 Bydges Conteal
customer panel - 03y 3
actual satwrcey, 25| =90 am-5.00pm Fydges Paramatiz

Radisson olu Plaza
ydees Paamets

Rehearsal Tuestay, 28 November 2023 _| 5100 3m=100pm
00am 500 pm

customer panel- D3y

“actual Sunday, 3 December 2025

CCRG 2ub-greup membars oriy).

d ausilable arsais 3
ion il be sent to you.

know
Please zlso advise of any ciesary requirements. Onca w have confirmed numbers an inv

Thank you for your cantinusd support.
bave s great weekend

Regards

sosh

Josh isben
Head of Gustomer

& Sirategic Insights
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To O Mary Karras; C Ross Williams: ) jindaniinsara@grail.com; © Douglas McCloskey: © anna.bacikBproton.me: ( Narelle Brown: © Steven Collins (steven.collins110387@gmail.com)
Cc O Abigail Goldberg; © Joshua lsben; C lzzy Kerr; @ Sharon Bowyer
Retention Palicy SWC - 8 Years Retention (8 years)
(3) You forwarded this message an 3/11/2023 517 PH

Expires 2

Our Water Our Voice - 20222023 - (10) October - Phase 5 Presentations - Day 2 - for CCRG feedback - Part Apdf
3MI

Hi CCRG sub-group members

| nope you're having 3 gaod week.

Thanks very much for yaur feedback on the session plan and Day 1 material. We've made significant changes based on the feedback. Hopefully some of yau can attend the rehearsal on Monday next week (6 November) to contribute to final shaping for the day.

‘We now need your reviews of the Day 2 material. We are still working on these slides in parallel to simplify the langusge and improve the content

everything so during the day, we will ask participants to dacide which are the 2-3 aress most important for further

The purpose of day 2 s to build on the foundations in 8ay 1by getting into the specifics of the services we deliver and how they link to customer Animportant aspect toeep

exploration. Igeally this wil be:
+ The outcome areas that customers value most
* Large drivers of cost over the next 5-10 years
. Areas i

and what s delivered
We can't anticipate what those Speciic areas of focus will be, S0 WAt you see from slides 26 0nwards are content describing each key focus area. We don't intend o go into this much detail for everything, just the 2-8 areos ogreed by porticipants. These focus areas willflow into days 3 and 4. Further, if we establish 2 set of ‘ules” recommended by
customers about how Sydney Water should make these decisions, we can apply the same rules to other areas of our plan.

that are most important for Syney Water to focus on. They will Rave the GppoFtuNty £ get a much Seeper Understanding of these areas than in earlier phases of the engagement program. In day 3 we willintroduce

The ot day have signalled th
need to start making trade-offs.

Note that our intent is to anchor the discussions during the day in the 15 customer priorities and the 6 ecision principles introduced in day 1. The questions proposed to the participants are stil being refined, but we're keen to hear your thoughts on this. We are also keen to hear your views on the proposed process for the day.
45 outiined in my email a few weeks ago, we hiave a tight turnaround on your feeoback, given the overall lime CONSLTaINts we OPErating under. As such, it would b great if you could come back with feedback by CO8 Thursday 2 November.

Duz 1o file size we need to send the il in 4 chunks (Part A, B, € and D), 50 you'll get 3 emails after this one with the subsequent sides.

Part A~ Introduction, Homework Review and Customer Outcomes - Attached

Part B— Water Quality and Resilience

Part C— Envirsrmantal Protection

Part D - Customer Experience

Thanks for your help with this.

Regards

Josh

Josh Isben
Head of Customer & Strategic Insighs
mer, Sirate ment

7:10PM
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Email to CCRG

CCRG: Day 2 customer engagement

CCRG: Day 2 customer engagement content for review - (Part B)

subgroup content for review - (Part B) Ry | € Rl | = Fowerd ||| [
Customer Reference Group <CustomerReferenceGroup dne atercom.au>
To Mary Karras; ' Ross Williams; om; ' D McCloskey: ' anna. Narelle Brown; © Steven Collins (steven.collins110387@gmail.com) Tue 31/10/2023 7:14 PM
Ce O Abigail Goldberg; © Joshua Isben; © lzzy Kerr: © Sharon Bowyer
Retention Policy SW 8 Vears Retention Expires
(B You forwardied this message on 3/11/2023 11:14 AM.
@ Qur Water Qur Voice - 2022-2022 - (10) October - Phase 5 Presentations - Day 2 - for CCRG feedback - Part B.pdf v
2MB
Please see Attached - Part B
31 Oct 2023 Email to CCRG CCRG: Day 2 FUStomer engagement RE: CCRG: Day 2 customer engagement content for review - (Part C)
subgroup content for review - (Part C) PR P pre—
Customer Reference Group <C eGroup comau> Py Py
To Customer Reference Group; ' Mary Karras; ' Ross Williams; " jindaniinaara@gmail.com; " Douglas McCloskey; ' anna.bacik@proton.me; ' Narelle Brown; © Steven Collins (steven.collins110387@gmail.com) Tue31/10/2023 7:
Cc © Abigail Goldberg; © Joshua Isben; ) lzzy Kerr: @ Sharon Bowyer
Retention Poliy SWC - 8 Years Retention (8 years) Expires 29/10/2031
(©) You forwarded ths message on 37112023 11:21 AM
Our Water Our Voice - 2022-2023 - (10) October - Phase 5 Presentations - Day 2 - for CCRG feedback - Part C.pdf -
2MB
Please see Attached - Part C
31 Oct 2023 | Email to CCRG CCRG: Day 2 customer engagement RE: CCRG: Day 2 customer engagement content for review - (Part D)
subgrou content for review - (Part D Repty | € Repy Al | = Forwara
group ( ) Customer Reference Group <CustomerReferenceGroup@sydneywater.com.aus © Reply | € Repiyall | > Forvard | | i
To ) Mary Karras: O Ross Williams;  jindaniinaara@grmail.com; © Douglas McCloskey: ) annabacik@proton.me; ' Narelle Brown; * Steven Collins (steven.collins110387@gmail.com); ) Customer Reference Group 18 PM
Cc O Abigail Goldberg; © Joshua Isben;  Izzy Kerr, @ Sharon Bowyer
Retention Policy SWC - 8 Years Retention (8 years) Expires 29/
(D You forwarsed tnis message on 3/11/2023 11:28 AM
Our Water Our Voice - 2022-2023 - (10) October - Phase 5 Presentations - Day 2 - for CCRG feedback - Part D.pdf -
2MB
Please see Attached - Part D
2 Nov 2023 Email to Agenda - Customer Engagement Agenda - Customer Engagement Phase 5 Day 1 Rehearsal
Mary Karras Phase 5 Day 1 Rehearsal « .
ry h y Customer Reference Group <CustomerReferenceGroup@sydneywater.comau> O Reply | © Reply Al | — Fomard || K
Anna BaC|k To ) Mary Karras; ) anna bacik@proten.me Thu 2/11/2023 1
Cc 1 Joshua Isben;  lzzy Kerr: @ Sharon Bowyer
( Expires 31/

Retention Policy SWC - 8 Years Retentiol

@ Our Water Our Voice - 2022-2023 - (1) Nov - Phase 5 Day 1 Rehearsal Agenda - Final.pdf _
178 KB

Hi Mary and Anna,

We are looking forward t having you join us for the Customer Engagement Phase 5 Day 1 Rehearsal on Monday 6 Navember at 12:30pm at Rydges Central.

The agenda is attached. Please note that lunch will not be provided on this occasion so please have a bite to eat before arriving.
See you on Monday and have 2 good weekend.
Regards,

Sharon

Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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Customer Engagement Phase 5 materials for review - Update
“ “
Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> > Reply | € Reply Al | = Forvard | | B

To ) Mary Karras; ) Ross Williams; om;  Douglas McCloskey; ) anna : ©) Narelle Brown; ) Steven Collins (steven.collins110387@gmail.com) Tue 7/11/2023 442 PM
Cc © Abigail Goldberg; © Joshua Isben; © |zzy Kerr, © Sharon Bowyer
Retention Policy SWC - & Years Retention (8 years) Expires 5/11/2031

Hi CCRG sub-group
Thanks very much for your feedback and SUpPOrt to date in desighing our 2pproach and content for the phase 5 customer panels. Special thanks to Anna and Mary for attending the Day 1 rehearsal and to Dougias for your support out of session.
s you know, we are sending out content for each week, a few days in advance of it needing to be finalised

Per our original schedule, you would be receiving Day 3 material today, for feedback by COB Thursday. We're slightly delayed in getting the Day 3 draft readyso we will send it out tomorrow. Unfortunately we stil need to tum around feedback by COB Thursday. On the plus side, there will be less content to review for Day 3 (and less again for Day
4) because the [ater days have more time allowed for discussion and deliberation, and therefore less presentations.

Please note we are als0 aiming to send out Day 4 material by Tuesday 14 November, for fesoback by COB Thursday 16 November.

Areminder of the dates of the Phase 5 customer panel sessions and rehearsals are below. Thanks to those that have agreed to attend the upcoming rehearsals and customer panel session days.

Session Rehearsal/Actual | Date Time. Location
Phase 5

Rehearsal - Wonday, 6 November 2023 | 12:30 pm— 430 pm Rydges Central
Customer Panel -Day1 | Completed

Actual ‘Saturday, 11 November 2023 _| 8:00 am = 5:00 pm Rydges Parramatta
Customer Panel -Day2 |2 Wonday, 13 November 2023 | 12:30 pm =430 pm Reisson Blu Plaza

ustomer Panel - Bay Actual Saturday, 18 November 2025 _| 8:00 am =500 pm Rydges Parramatta

Rehearsal Wonday, 20 November 2023 | 12:30 pm — 430 pm Rydges Central
Customer Panel - Day 3

Actual Saturday, 25 November 2023 | 9:00 am —5:00 pm Rydges Parramatta

Rehearsal Tuesday, 26 November 2023 | 9:00 am — 1:00 pm Ragiisson Blu Plaza
Customer Panel - Day &

Actual Sunday, 3 December 2023 5:00am - 5:00pm Rydges Parramatta

Lastly, we wil also b kicking off wark snortly for Phase 6 of the program. Our formal planning day for Phase 6 is scheduled for 18 December from 11am-4pm at Rydgzs Sydney Central. We will send through the meeting invite shortly.
If you have any questions or issues, please don't hesitate to give me  buzz.

Cheers
Josh

Josh Isben
Head of Customer & Strategic Insights
& t

Cuslomes, Stralegy &

gagement

Mobile 040 324 786 Level 15, 1 Smith Street
loshua isben @sydneywater com au Parramatta NSW 2150

8 Nov 2023

Email to CCRG
subgroup
members

Phase 5 - Day 3 material for review

Phase 5 - Day 3 material for review

) ReplyAll | = Forward | | K | | =

Customer Reference Group <CustomerReferenceGroup@sydneywater.com.aus “
To O Mary Karras; ) jindaniinaara@gemail.com; © Ross Williams; ) Deuglas McCloskey; O Narelle Brown; O Steven Collins (ste llins110387@grmail.com);
Abigail Goldberg; © Joshua lsben; ) lzzy Kerr; @ Sharon Bowyer
Retention Poliy SWC - 8 Years Retention (8 years)

Wed §/11/2023 613 PM

Expires §/11/2031

@ Day 3 - A sharing day - draft for CCRG review.pdf
1MB

Hi CCRG Sub-group
Thank you for your patience regarding the delay in getting you draft Day 2 materials.

We now have a draft ready for your review. Please note that slides 23 —35 are an example of the deep dive into one investment focus area (water reliability). We would provide similar slides for the other investment areas that customers decide to deep dive into. We are recommending that

is just the two biggest areas of spend (water reliability and pollution prevention).
Also, the slides don't yet indicate the specific interactive activities that will be conducted on the day (your feedback as to when and what these look like would be appreciated).
The way in which we propose to get customers deliberating on the investment options is by using slide 29 and asking them to choose where they think Sydney Water should be on each of the cost/risk/performance factors and why they chose that position.

We are looking for consistent rationales for their decisions, related to their values and preferences. Kantar can then challenge participants if they are giving contradictory rationales for different investment areas.

The next step would be to compare what customers preferred with Sydney Water's proposed plan (slides 32-24). Where there is misalignment this prompts more discussion, debate and potential recommendations.

1 apologise for the short turnaround, but we need feadback by Friday 10 November lunchtime. If you want to discuss any of the content, please gat in touch. | also strongly recommend that you attend the rehearsal days if you can. Anna and Mary provided a lot of valuable feedback during
the session for day 1. Sometimes it's easier to provide feedback when we are walking through the day, including the content and the activities, rather than only reviewing a slide deck. Our next rehearsal (for Day 2) is to be held Monday 13 November at Rydges, Central. Please let Sharon know

if you would like to attend.

Thanks for all your help with this.
Josh

Josh Isben
Head of Customer & Strategic Insights
Customer, Strategy & Engagement
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Phase 5 - Day 4 material for review
& Reply | % Reply All Fi d
Sharon Bowyer D Reply | G Reply il | = Fomar
P To © MeryKarras;  jindaniinaara@gmail.com © R ams; O Douglas McCloskey; © Optus; ven collins! 10387@gmail.com); © anna.bacik@proton.me Tue 14711

Cc O Abigail Goldberg; © Joshua Isben; ) Izzy Kerr; @ Sharon Bowyer
Retention Policy SWC - & Vears Retention (8 years)

Expires 12/11/2031

Day 4 - A day of recommendations - draft for CCRG review.pef
4MB

Hi CCRG Sub-group,

in this work is really helping us to improve the quality of the approach and

I hope you're having 2 good week. Thank you for your feedback and input into the Day 3 materials |ast week and thanks very much to those who attended the Day 1 customer panel on Saturday and for Day 2 yesterday. Your

the materials.

Flease find attached the draft materials for Day 4. For those that attended yesterday's rehearsal, you'll appreciate that this cantent s likely to change (possibly significantly) after we run days 2 and 3. The attached is for your early input, mainly on issues around language and complexity. You will of course have an opportunity
to attend the Day 4 rehearsal, which is a couple of weeks away. This seems to be the most effective way of shaping and guiding the engagement process for the day.

Please provide any feedback on the attached materials by COB Thursday 16 November.

The dates for remaining rehearsals and customer panel sessions are shown in the table below. Please note that we've decided that observers can attend Day 4, 50 you are now welcome to attend on 3 December. Thisis a crucial day because panellists will be deciding their final recommendations. As per the usual process,

please let Sharen know if you want to attend any of the remaining sessions.
Alsa note that a planning day for Phase 6 will be held on 7 December 2023, 10:00am to 3:30pm to be held at Rydges Sydney Central, 26 Albion St Sydney. CCRG sub-group members are welcome and encouraged to attend this workshop.

Kind regards
Josh

Session Rehearsal/Actual | Date Time Location
Phase 5
Customer Panel-Day 1 | Rehearsal Monday, 6 November 2023 12:30 pm—4:30 pm Rydges Central
Complete Actual Saturday, 11 November 203 | 9:00 am — 5:00 pm Rydges Parramatta
Rehearsal
Customer Panel-Day2 | Complete Monday, 13 November 2023 12:30 pm—4:30 pm Radisson Blu Plaza
Actual Saturday, 18 November 2023 | 9:00 am - 5:00 pm Rydges Parramatta
Rehearsal Monday, 20 November 2023 12:30 pm—4:30 pm Rydges Central
Customer Panel - Day 3
Actual Saturday, 5 November 2023 | 9:00 am — 5:00 pm Rydges Parramatta
Rehearsal Tuesday, 28 November 2023 9:00 am — 1:00 pm Radisson Blu Plaza
Customer Panel - Day 4
Actual sunday, 3 December 2023 9:002m - 5:00 pm Rydges Parramatta

Nov 2023

Phase 5 rehearsal sessions

CCRG subgroup members attend phase 5 rehearsal sessions for

Day 4 Rehearsal
28/11/2023
Raddison Blu

Day 3 Rehearsal
20/11/2023
Rydges Central

Day 1 Rehearsal Day 2
6/11/2023 Rehearsal
Rydges Central 13/11/2023
Raddison Blu

Member Name Representation

Anna Bacik Community Member | Attended Attended

Mary Karras Ethnic Communities | Attended Attended Attended Attended

Council

Douglas McCloskey PIAC Attended Attended

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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Phase 5, Day 3 Our Water Our Voice

ater.com.au>
Narelle Browr;

Customer Reference Group <CustomerReferenceGroup@sydn
To ) anna.bacik@proton.me; ) Mary Karras;  Ross Williams; © Douglas McCloskey;
Cc O Abigail Goldberg: © Joshua lsben;  Izzy Kerr; © Sharon Bowyer

Retention Policy SWC - 8 Years Retention (8 years)

jindaniinaara@gmail.com;

@ Our Water, Qur Voice - 2022-2024 - (11) Nov - Phase 5 Day 3 Presentations - 20231124, pdf o @
3 M

Our Water, Our Voice - 2022-2024 - (11) Nov - Phase 5 Day 2 Questions - For Day 3xlsx .
43KB

Hi CCRG subgroup,

€ Reply | % Reply Al

Steven Collins (steven.collins110387@gmail.com)

Expires 22/11/2031

Our Water, Our Voice - 2022-2024 - (11) Nov - Phase 5 Day 3 Participant Workbook - Preventing Pollution - 241123_Final.docx
116 KE

Phase 5, Day 3 of ‘Our Water Our Voice' is being held tomorrow (Saturday 25.11.23). For your information attached are the final documents that will be shared during the session.

* Presentation
o Participant workbook
Questions

For those planning to attend tomorrow we look forward to seeing you at Rydges Parramatta. We kick off at 9am and the session goes to 5pm.

You may like to bring something warm to wear (jacket, jumper etc) as it can get cold in the room.

Regards,
Josh

—> Ferward

Fri 24/11/202

Nov 2023

CCRG Meeting

Our Water, Our Voice Customer
engagement update

[External] Agenda and Papers for Sydney Water CCRG - Meeting 7, 27 November 2023, to be held at PRW Demonstration Plant - Gate 1 - 240 Quakers Road, Quakers Hill

mary karras®

<3 Reply | & Reply All

GoldbergBlaise <info@goldbergblaise.com.au>

To ) Stephen Mchahon; * Narelle Brown; ©) Bruce McCl
drogers@cigroup.org.au;  Leigh Martin; () Douglas McCloskey;

Ce ) Customer Reference Group; @ Sharon Bowyer, © Joshua lsben

231127 - CCRG - Meeting Pack - November 2023 - Finall4l.pdf
pd File

om; O ji om;
graham tumerS7@gmail.com; * roselina2110@gmail.com; +2 others

CAUTION: This email eriginated from outside the organisation. Do not click links or epen attachments unless you recognise the sender and know the content is safe.

Hi GCRG Members

Our final meeting for 2023, Meeting 7 of the Sydney Water CCRG is coming up and will be held in-person on Monday 27 November at the Purified Recycled Water (PRW) Demonstration Plant at Gate 1, 240 Quakers Road, Quakers Hill. Morning tea will be available from 9:30am, with a tour of the

plant commencing at 10:10am.

As already advised there is parking available on site. Do however please leave yourself enough travel time to get there, as traffic can be slow on the M7. If you have any difficulties finding the site or navigating the journey. don't hesitate to be in contact with Sharon on 0403 878 666

Kindly note that as the plant is an operational facility you are required to wear long pants, a long sleeve shirt and closed in shoes / boots. Other personal protective clothing will be provided to you on site (high vis vest and hard hat).

The tour of the Purified Recycled Water Demonstration Plant builds on several discussions we have had on this topic over the course of the year. Ben Newton, who has been party to some of these discussions, will be leading the tour and we will also be joined by Danielle Francis from the Water

Services Association of Australia (WSAA) who will talk about purified recycled water within the context of the broader water industry.

Following the tour and discussions on PRW, we will discuss the ‘Year in review’ (our first full year together) as well as taking a look at the "Year ahead". In relation to the latter. Sydney Water has prepared a draft oadmap’ for meetings in 2024 while your ideas and suggestions are also very

welcome and have over this year substantially added value to matters covered. | would be grateful if you could either email ideas in to me ahead of time (preferred). or be ready to put them forward at the meeting.

FYIthe Sydney Water MD, Roch Cheroux will join the meeting in the morning, while Cameron Robertson, Non-Executive Director will join from 11am (his second visit to the CCRG).

The CCRG meeting pack November 2023 is attached. Please don't hesitate to be in contact ahead of fime if needed, otherwise looking forward to seeing you on Monday 27 November.

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021 552
E: info@goldbergblaise.com.au

—> Forward | | s+
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Retention Falicy SWC - 8 Years Retention (3 years

jindeniinaara®gmail.com;

@ Qur Water, Our Voice - 2022-2024 - (11) Now - Phase 5 Day 4 - Water Supply Security - 281123 for CCRG.pdf _,
3MB

Hi CCRG subgroup,
Following the rehearsal today, attached is the pack for Phase 5, Day 4 being held this Sunday.

29 November 2023.

Could you please provide any by COB
Apologies again for the short turnaround time.

ank you for your continued support with this work.

Regards,
Sharon (on behalf of Izzy and Josh)

<5 Reply | %y Reply All
Steven Collins (steven.collins110387@gmail.com)

Expires 26/11/2031

—> Forward | | i

Tue 28/11/20;
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Customer Reference Group <CustomerReferenceGroup: dne ater.com.au>
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Retention Policy SWC - 8 Vears Retention (8 years)

Prevent pollution close out day 4ppbx __
5 MB

Expires 28/11/2031

Hi CCRG subgroup members,
Attached for your final review are the proposed slides to close out ‘Prevent Pollution’ for Phase 5, Day 4.

Regards,
sharon

Sharon Bowyer
Senior Customer Governance Specialist
Gustomer and Stakeholder Engagement

Mobile 0403 878 666

Level 14, 1 Smith Street
sharon.bo! dneywater.com.au P NS

2150

) Reply | % Reply All

—> Forward | | |
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CCRG Phase 6 Customer Engagement Planning Day - Our Water Our Voice - 7 Dec 2023 - Rydges Central

To ) Ross Williams; ) anna.bacik@proton.me; ) Douglas McCloskey; - Narelle Brown; ©) Mary Karras; © jindaniinaara@gmail.com;  Steven Callins (steven.collins110387@gmail.com)
Ce O lzzy Kerr

Retention Policy SWC - 8 Years Retention (8 years)

@ Customer Reference Group <CustomerReferenceGroup dny ater.com.au>

Expires 3/12/2031

@ Qur Water Our Voice - 2022-2024 - (12) Dec - Phase 6 Planning Day - Agenda - Final.pdf
169 KB

Hi CCRG Subgroup members,

Just a reminder that the Phase 6 Planning Day is being held this Thursday 7" December at Rydges Central, 28 Albion St Surry Hills at 10am (arrival from 9:45am).
We understand that some of you are now unable to attend, but just in case things have changed please let me know if you can attend.

The agenda is attached.

Thanks and have a great day.

Regards,

Sharon

Sharon Bowyer
Senior Customer Governance Specialist
Customer and Stakeholder Engagement
Mobile 0403 §78 666
sharon.bo dneywater.com.au

Level 14, 1 Smith Street
P NSW 2150

45 Reply | % Reply All

—> Forward

Tue 5/12/20;

L
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CCRG: Phase 6 Customer Engagement Session Plan for Review
ferenceGroup@sydneywater.com.au>

Customer Reference Group <CustomerF
To () anna.bacik@proton.me; ) Ross Williams; () jindaniinaara®grmail.com;  Douglas McCloskey; ' Mary Karras;

Ce © Abigail Geldberg; © Joshua Isben; © lzzy Kerr; @ Sharen Bowyer; @ Paul De Sa; @ Robbie Goedecke
Retention Policy SWC - 8 Years Retention (8 years)
3 1:32 PM.

Narelle Brown;

(© You replied to this message on 18/12

Our Water Our Voice - 2022-2023 - Phase 6 Session Outfine - DRAFT 1- 121223.docx

@ 17 KB

HiCERG subgraup members,

Last waek Sydney Water and Kantar met to discuss Planning for Phase § and we were pleased that Ann, Ross and Insara ¥

The customer sessions will b held on Saturdays in Feb and March 2024 and we will hold rehearsals for each session (a5 we did for Phase 5. Dates of these sessions are outlined below and locations are e

€3 Reply | € Reply Al
Steven Collins (steven.collins110387@gmail.com)

Expires 11/12/2031

input zo help us plan for phase 6.

Phase & will focus on ‘How do customers pay for the services we want. in a fair and equitabls manner’ and over 4 days will explore principies of faimess, tarifs, revenue & prics caps and ovicome delivery incaniives.

wellforward you all the 50 that you have them in your diary.

‘attached i 2 draft sassion plan for Phase 6. This i 3 igh level pian, i 5 P ” e would appreciate

we will send outmora

they ars available, but these will lso likely changs during the engagement process.
Thank you for yaur continued support.

Regards,
Josh

Details of Phase 6 Sessions and Reheasals

Dy - Grounding and
Farness’

Rehearsal Manday 5 Februzry 202 -
11em - gpm

Saturday 10 Fabruary 2024

‘Customer Session (Actual)

Day 2 Tarf exploration | Ransarsal Monday 12 February 2024
11em-gpm

‘Saturday 17 Fabruary 2024

Customar session (ctul)

Day & Revence CapV | ransarsal Tuasaay 20 Februsry 2020
Prics Cap sam_3pm
Customer session (aciual] | saeurday 26 Fabruary 2024
s2m-spm
Day F: Gucams Ransarsal Wonday 26 February 028—
Galvery incenives and o apm
aoze
Customer session (actusl) | saturday z wiarch 2078
sam—spm

Locatiens are to be confirmad though it s ikely that Rehearsals willbe hild i the City and the Customer Sessions t0 be held 3t Parramata.
siting fe

will be paid far €CAG member attendanse 3t bath rehsarsals and customer sessions.

Josh Isben
Head of Gustomer & Strategic Insights
cu ent

Mobile 0402 326 785 Levs! 15, 1 S Strast
n Paramaita NSW 2

ack you have en the draft session =

—> Forward

Wed 13/1
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- 8 Years Retention (¢ Expires 23/01/2032

tion Policy

ears)

Our Water, Our Voice - 2022-20:
4ME

24 - (01) Jan - Phase 6 - Day 1 - Refresh & Principles - 230124 - DRAFT - V3.pdf

Hi CCRG Sub group members,
Hope you have all had 2 good start to 2024.

Last year Sydney Water and Kantar met to discuss Planning for Phase 6 and we were pleased that Anna, Ross and Inaara were also able to join us. Thank you for your commitment and input to help us plan for Phase 6.

Phase 6 will focus on ‘How do customers pay for the Services wewant, in a fair and equitable manner and over 4 days will explore principles of faimess, tariffs, revenus & price: caps and outcome delivery incentives.

The customer sessions will be held in February and March 2024 and we uill hold rehearsals for each session (as we did for Phase 5). Dates of these sessions are outlined below.

Attached for your review is the draft content for Day 1, Phase 6.

We look forward to seeing those of you that can make the rehearsal
For those CCRG members not attending the rehesrsal, you are welcome to provide feedback separately. We would appreciate any feedback you have on the draft content by COB 30 January 2024

Details of Phase 6 Sessions and Rehearsals

Thursday, 1 February 2024
10:30 AM-2:30 PM
Saturday 10 February 2024
9:00am — 5:00pm

Day 2 Tarft Rehearsal Monday, 12 February 2024
exploration 10:30 AM-2:30 PM
Customer Session (Actual] | Sunday, 18 February 2024
9:00 AM-5:00 PM

Day 3: Revenue Cap V | Rehearsal Tuesday, 20 February 2024
Price Cap 10:30 AM-2:30 PM
Customer Session (Actual) | Saturday, 24 February 2024 | Rydzes Parramatta (116 James Ruse Drive)
5:00 AM-5:00 PM

Day 1: Groundingand | Rehearsal Rydges Sydney Central (28 Albion Street)
imess’

Fair

Customer Session (Actual) Rydges Parramatta (116 James Ruse Drive)

Rydges Sydney Central (28 Albion Street)

Rydges Parramatta (116 James Ruse Drive)

Rydzes Sydney Central (28 Albion Street)

Day 4: Quicome Rehearsal Ivionday, 26 February 2024 Rydges Sydney Central (28 Albion Street)
delivery incentives and 10:30 AM-2-30 M
I
close. Customer Session (Actual) | Sunday, 3 March 2024 Rydges Sydney Central (28 Albion Street)
300 AM-5:00 P

Sitting fees will be paid for CCRG member attendance at both rehearsals and customer sessions.
Thank you for your continued support.

Regards,
losh

—> Ferward
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29 Jan 2024

Email to CCRG
— non subgroup
members

Phase 6 - Customer Engagement -
Our Water Our Voice

Phase 6 - Customer Engagement - Our Water Our Voice

Customer Reference Group <CustomerReferenceGroup! dine ater.com.au>
To () Abigail Goldberg; ) Stephen McMshon;  Bruce McClelland@businesswesternsydney.com; ) Graham Turner; * Donna Rogers; © Leigh Martin
Cc © Joshua Isben; © Sharon Bowyer

Retention Policy SWC - 8 Years Retention

ears) Expires 27/

Hi Abigail, Stephen, Bruce, Graham, Donna and Leigh,

Hope you have all had a good start to 2024.

‘We are about to commence Phase 6 of Our Water Our Voice Customer Engagement.

Phase 6 will focus on ‘How do customers pay for the services we want, in a fair and equitable manner’ and over 4 days will explore principles of faimess, tariffs, revenue & price caps and outcome delivery incentives
Our CCRG subgroup members are continuing te play a role in reviewing materials and attending rehearsals whenever possible.

You are also invited to observe the Phase 6 customer sessions which will be held in February and March 2024. See dates and venues below.

If you would like to attend one of the sessions below, please let Sharon know by COB Friday 2 February and an invitation will be sent to you.
Places are limited.

Details of Phase 6 Customer Sessions

Day 1: Grounding and | Customer Session Saturday 10 February 2024 Rydges Parramatta (116 James Ruse Drive)
Fairness 9:00am —5:00pm

Day 2: Tarif Customer Session Sunday, 18 February 2024
exploration 9:00 AM-5:00 PM

Day 3: Outcome saturday, 24 February 2024
delivery incentives 9:00 AM-5:00 PM

Day 4: Revenue Cap V | Customer Session Sunday, 3 March 2024
Price Cap and close 9:00 AM-5:00 PM

Rydges Parramatta (116 James Ruse Drive|

Customer Session Rytges Parramatta (116 James Ruse Drive)

Rytges Parramatta (116 James Ruse Drive)

Sitting fees will be paid for CCRG member attendance at these customer sessions.
Thank you for your continued support,

Regards,
Josh

Josh Isben
Head of Customer & Strategic Insights

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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8 Feb 2024

Email to CCRG
subgroup
members

Phase 6 - Our Water Our Voice -
Customer Engagement - Day 2
materials for review

Phase 6 - Our Water Our Voice - Customer Engagement - Day 2 materials for review

Customer Reference Group <CustomerReferenceGroup dne ater.com.aus

To © Mary Karras; © Douglas McCloskey: : ) Ross Williams; am; © Narelle Brown;
Abigail Goldberg; © Joshua Isben; © lzzy Kerr; @ Sharon Bowyer

SWC - 8 Years Retention (3 years)

CCRG Preview 24(
ro- BV

Hi CCRG Sub roup members,

- Our Water Our Voice - 2024 - (02) February - Phase 6 - Day 2 Pdf.pdf

Hope you are all well.
Attached for your review s the draft content for Day 2, Phase 6 of Our Water, Our Voice Customer Engagement Program
We will efine this material at the Day 2 rehearsal to be held on Monday 12 February.

For those CCRE members not attending the rehearsal, you are welcome to provide feedback separately.
We would appreciate any feedback you have on the draft content by 9:30am Manday 12 February

€ Reply | % Reply All
Steven Collins (steven.collins110387@gmail.com)

Expires 6/02/2032

A reminder of the dates of the Phase 6 sessions and rehearsals are outlined below. Phase 6 will focus on ‘How 60 customers pay for the services we want, in a fair and equitable manner’ and over 4 days will explore principles of faimess, tariffs, revenue & price caps and autcome delivery incentives

Details of Phase 6 Sessions and Rehearsals

Day 1: Grounding and |~ Rehearsal— COMPLETE Thursday, 1 February 2024 | Rydges Sydney Central (28 Albion Street]
Faimess' 10:30 AM-2:30 PM
Customer Session (Actual] | Saturday 10 February 2024 | Rydges Parramatta (116 James Ruse Drive)
9:00am - 5:00pm
Day 2. Tarit Rehearsal Wonday, 12 February 2024 | Rydges Sydney Central (28 Albion Street)
exploration 10:30 AM-2:30 PM

Suncay, 18 February 2024 Rydges Parramatta (L16 James Ruse Drive)
900 AM-5:00PM

Day 3:Revenue Cap V | Rehearsal ‘Tuesday, 20 February 2024
Price Cap 10:30 AM-2:30 PM
Customer Session (Actual) | Saturday, 24 February 2024
500 AM-5:00 PM

Wonday, 26 February 2024
10:30 AM-2:30 PM

Sunday, 5 March 2024
9:00 AM-5:00 PM

Customer Session (Actual)

Rydzes Sydney Central (28 Albion Street)

Rydges Parramatia (116 James Ruse Drive)

Day 4 Outcome Rehearsal Rydges Sydney Central (28 Albion Street)

delivery incentives and
close.

Customer Session (Actual) Rydges Sydney Central (28 Albion Street)

Sitting fees will be paid for CCRG member attendance at both rehearsals and customer sessions.
We lock forward to seeing those of you that can make the rehearsal on Monday.
Thank you for your continued supgort

Regards,
losh

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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15 Feb
2024

Email to CCRG
subgroup
members

Phase 6 - Our Water Our Voice -
Customer Engagement - Day 3
materials for review

Phase 6 - Our Water Our Voice - Customer Engagement - Day 3 materials for review

Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au> 3 Reply | © ReplyAll | — Forverd | | B
To © Mary Karras; © Douglas MeCloskey; © Narelle Brown; O anna bacik@proton.me: © Ross Williams; O jindaniinaara@gmail.com; O Steven Colins (steven.collins110387@gmail.com)
Cc ) Abigail Goldberg: © Joshua Isben; - Izzy Kerr: & Sharon Bowyer
Retention Policy SWC - & Years Retention (8 years)

Thu 15/02/20;

Expires 1

@ Our Water Our Voice - 2024 - (01) January - Phase 6 - Day 3 - ODIs - Final PDF.pef ,
15MB

Hi QCRG Sub group members,

Hope you are all well

Attached for your review is the draft content for Day 3, Phase 6 of Qur Water, Our Vioice Custamer Engagement Program.
W will refine this material 2t the Day 3 renearsal to be held on Tuesday 20 February.

For those CCRG members not attending the renearsal, you are wielcame to provide feedback separately.
Wewould appreciate any feedback you have on the draft content by 9:30am Tuesday 20 February.

Areminder of the dates of the Phase 6 sessions and rehearsals are outlined below. Phase 6 will focus on ‘How do customers pay for the services we want, in-a fair and equitable manner’ and aver 4 days will explare principles of faimess, tariffs, revenue & price caps and outcome delivery incentives.

Details of Phase 6 Sessions and Rehearsals

Day 1: Grounding and |~ Rehearsal— COMPLETE
ess'

Thursday, 1 February 2024
Faimy

10:30 AM-2:30 PM
Customer Session {Actual)— | Saturday 10 February 2024
COMPLETE 9:00am —5:00pm

Day Z: Tarift Rehearsal - COMPLETE Monday, 12 February 2024
exploration 10:30 AM-2:30 PM
Customer Session (Actual] | Sunday, 18 February 2024
S:00 AM-5:00 PM
Tuesday, 20 February 2024

Rydges Sydney Central (28 Albion Street)

Rydzes Parramatta (116 James Ruse Drive)

Rydges Sydney Central (28 Albion Street)

Rydges Parramatia (116 James Ruse Drive)

Day 3 Revenue Cap V | Rehearsal Rydges Sydney Central (28 Albion Street)

Price Cap 10:30 AM-2:30 PM
Customer Session [Actual] | Saturday, 24 February 2024 | Rydges Parramatta (116 James Ruse Drive)
900 AM-5:00 PM
Day 4 Outcome Rehearsal Monday, 26 February 2024 | Rydges Sydney Central (28 Albion Street)

10:30 AM-2:30 PM
Customer Session [Actual] | Sunday, 3 March 2024
500 AM-5:00 PV

deiivery incentives and
lose:

Rydges Sydney Central (28 Albion Street)

Sitting fees will be paid for CCRG member attendance at both rehearsals and customer sessions.
We look forward to seeing thase of you that can make the Day 2 Customer Session on Sunday, the CCRG meeting on Monday and the Day 3 Rehearsal an Tuesday.
Thank you for your continued support.

Regards,
Josh

19 Feb
2024

CCRG Meeting

CCRG meeting focus on price proposal

[External] Agenda and Papers for Sydney Water CCRG - Meeting 8, 19 November 2023, to be held at Sydney Water City Office, Level 9, 420 Gearge St, Sydney

- - Repl: % Reply All > F d Eaa
GoldbergBlaise <info@goldbergblaise.com.aus>  Reply | € Reply orer
To Stephen McMahon; © Narelle Brown; © Bruce.McCl 3 ary.karra: 01g.au; Thu 8/02/2024 6:04 PM
drogers@cigroup.org.au; * Leigh Martin; © Douglas McCloskey: * graham.tumer57@gmail.com; ' roselina2110@gmail.com; +2 others
Cc O Customer Reference Group; © Sharon Bowyer; © Joshua lsben

240219 - CCRG - Item 7.1 - Water Tariff Reform_Appendix_C - Feb CCRG.pdf

240219 - CCRG - Mesting Pack - February 2024 - Final.pdf » .
@ 1 MB amB

@ 240219 - CCRG - Item &.1 - Our Plan for Greater Sydney 2025-2030 Price Proposal - Draft - Table of contents pdf

. 240219 - CCRG - ltem 13.1 - Our Water Our Voice - 2022-2024 - (02) Feb - Phase 5 - Customer Panel Debrief - Final - 06022024.pdf
554 KB

3mB
L= 240219 - CCRG - Item 14.1 - WSAA - Customer Perceptions Report - FINAL pdf

CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.
Hi CCRG Members

The first CCRG meeting for 2024 will be held in-person on Monday 19 February at 9am at the Sydney Water city office, 420 George St, Sydney. The Sydney Water team and | are looking forward to welcoming you from 8:30am to allow time for reception sign-in. Tea and coffee will be available
on arrival

The meeting pack and separate attachments for this meeting are as follows

+  CCRG Meeting Pack - February 2024 (agenda and papers)
« ltem 7 - Water Tariff Reform — Appendix C
« Item 8 - Our Plan for Greater Sydney 2025-2030 — Price Proposal Draft Table of Contents
ltem 13 — Our Water Our Voice — Phase 5 - Customer Panel Debrief
« Item 14— WSAA Customer Perceptions Report. Please note this report is confidential and not fo be shared oulside of the CORG:

FYl the Sydney Water MD, Roch Cheroux willjoin the meeting in the morning, and introduce the focus for the first half of this year. which will be on the IPART price proposal. Toward the end of the meeting | am proposing to facilitate an ‘in camera’ session for CCRG Members only to follow-up on
issues raised and suggestions made at the "Year in Review' discussion at the November 2023 meeting.

Please be reminded that our way of working is for papers to be ‘taken-as-read’, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at the mesting
Don't hesftate to be in contact ahead of time if needed, otherwise looking forward to seeing you on Monday 19 February.

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Director
T: 0404 021 552
E i com au

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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21 Feb Email to CCRG Phase 6 - Our Water Our VOi(_:e - Phase 6 - Our Water Our Voice - Customer Engagement - Revised Day 3 materials

2024 subgroup Customer Engagement - Revised Day © Reply | % ReplyAl | > Forwerd
. Customer Reference Group <CustomerReferenceGroup@sydneywater.com.au>

members 3 materials To O Mary Karras: ) Douglas McCloskey:  Narelle Brown: * Ross Williams: . om; © Steven Collins (steven.collins110387@gmail.com) Wed 21/02/2

Ce © Joshualsben; © Izzy Kerr; © Sharon Bowyer
Retention Policy SWC - 8 Years Retention (8 years) Expires

@ Our Water Our Vice - 2024 - (02) February - Phase 6 - Day 3 - ODIs - REHEARSAL DECK - updated 210224 PDF.pef
11MB

Hi CCRG subgroup members,
Thank you to Mary and Douglas for attending the Day 3 Rehearsal yesterday and to Narelle for providing comments on the content via email.
For yeur information, attached is the revised pack for the Day 3 Customer Session to be held this Saturday 24.2.24.

Please note, this Day 3 pack is just going through the final internal reviews and further comments from the CCRG on this Day 3 pack are not required.

Regards,
Josh
23 Feb Email to CCRG Phase 6 - Our Water Our Voice - Phase 6 - Our Water Our Voice - Customer Engagement - Day 4 materials for review
2024 SUbgrOUp CUSto.rner Engag.ement - Day 4 Customer Reference Group <CustomerReferenceGroup! dni ater.com.au> O Reply | © Replyall | =5 Fomuerd b
members materials for review To O Mary Karras: ' Douglas MecCloskey: ' Narelle Brown; ' anna.bacik@protan.me;  Ress Williams; C jindaniinaara@gmail.com; ' Steven Collins (steven.collins110387@gmail.com)

Cc © Joshua Isben; () lzzy Kerr; @ Sharon Bowyer; © Abigail Goldberg
Retention Policy SWC - 8 Years Retention (8 ye:

Expires 21/02/2032

@ Our Water Our Voice - 2024 - (01) January - Phase 6 - Day 4 - Price Controls - Draft for CCRG subgroup review.pdf ,
10 MB

Hi CCRG Sub group members,

Hope you are all viell

Attached for your review is the draft content for Day 4, Phase 6 of Our Water, Our Voice Customer Engagement Program.

We will refine this material at the Day 4 rehearsal to be held on Monday 26 February.

For those CCRG members not attending the rehearsal, you are uielcome to provide feedback separately.
We would appreciate any feedback you have on the draft content by 9:30am Monday 26 February.

Areminder of the dates of the Phase 6 sessions and rehearsals are outlined below. Phase 6 will focus on'How do customers pay for the services we want, in a fair and equitable manner and over d days will explore principles of faimess, tariffs, outcome delivery incentives and revenue & price caps

Details of Phase 6 Sessions and Rehearsals

Day 1: Grounding and | Rehearsal— COMPLETE Thursday, 1 February 2024 | Rydges Sydney Central (28 Albion Strest]
Faimess' 10:30 AM-2:30 PM
‘Customer Session (Actual)— | Saturday 10 February 2024 | Rydges Parramatta (116 James Ruse Drive)
COMPLETE :00am - 5:00pm
Day 2 Tarift Renhearsal - COMPLETE Monday, 12 February 2024 Rydges Sydney Central (28 Alsian Street)
‘exploration 10:30 AM-2:30 P
‘Customer Session (Acual) - | Sunday, 18 February 2024 | Rydges Parramatia (116 James Ruse Drive)
COMPLETE 9:00 AVH5:00 PM
Day 3: Outcome Rehearsal - COMPLETE Tuesday, 20 February 2024 | Rydges Sydney Central (28 Albion Street)
delivery incentives 10:30 AM-2:30 PM
Customer Session (Actual) | Saturday, 24 February 2024 | Rydzges Parramatta (116 James Ruse Drive)
9:00 AVH5:00 PM
Day 4 Revenue Cap V' [ Renearsal Manday, 26 February 2024 Rydges Sydney Central (28 Alien Street)
Price Cap and close 10:30 AM-2:30 PM
Customer Session (Actual) | Sunday, 3 March 2024 Rydges Sydney Central (25 Albion Strest]
9:00 AVH5:00 PM

Sitting fees will be paid for CCRG member attendance at both rehearsals and customer sessions,
We look foruard to seeing those of you that can make the Day 4 Rehearsal an Monday.
Thank you for your continued support

Regards,
lash
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8 April 2024

CCRG meeting

Focus on Customer Engagement and
Customer Outcomes Chapter of the
Price Proposal

[External] Agenda and Papers for Sydney Water CCRG - Meeting 9, 8 April 2024 to be held at Sydney Water Parramatta

i i Reply | %) Reply Al Forward | | =es
GoldbergBlaise <info@goldbergblaise.com.au> O Reply | € Reply 7 Forwr
To Stephen McMahon; ' Narelle Brown; * Bruce McCl om; mary.karras@eccnsw.org.au; Tue 26/03/2024 12:48 PM
drogers@cigroup.org.au; * Leigh Martin; © Douglas McCloskey:  graham.tumer57@gmail.com; * roselina2110@gmail.com; +2 others

Cc ) Customer Reference Group; © Sharon Bowyer; © Joshua Isben; @ Katie LeRay
m 240408 - CCRG - April 2024 - Full meeting pack.pdf = 240408 - CCRG - tem 6 - App 3 - Customer Engagement Chapter of Price Proposal - Draft at March 2024 for CCRG Review.pdf _,
pdf File pdf File

@ 240408 - CCRG - Item 7 - App 2 - Customer Outcomes Chapter of Price Proposal - Draft at March 2024 for CCRG Review pdf
pof File

CAUTION: This email originated from outside the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe.
Hi CCRG Members

The Aptil CGRG vill be held In-person on Monday & April at 9am at the Sydney Water Parramatta Office, 1 Smith St Parramatta NSW. Tea and coffee will be available-from &:30am —please sign in at reception on the ground floor on armval
Folloviing our in-camera discussion at the last meeting, the Sydney Water team and I have worked closely fo trial a different approach for this meeting in response to the matiers raised by members, viz

Clearer and more contained focus per meeting:
This mesting will focus on the draft Customer Engagement and Customer Outcomes chapters of Sydney Water's Price Proposal

This is reflected in the meefing Agenda and accompanying papers. Additionally only furo items for review accompany the Agenda. As such the email attachments are:

*  GCRG Mesting Pack — April 2024 (agenda and papers)
*  ltem & - Appendix 3 — Draft Customer Engagement Chapler of the Price Proposal
«  ltem 7 - Appendix 2 Draft Customer Ouicomes Chagter of the Price Proposal

More time for discussion:
The Agenda has been simplified overall and more time has been alloured for discussion of the focus items — that is items 6 and 7

An easier way for you to provide your response ahead of time:
Our way of working remains for papers fo be ‘taken-as-read’, with the expectation that you will have reviewed the content ahead of time and be ready to raise questions and discuss key issues at the meeting. However, to streamiine this process for you, we have prepared a sunvey-monkey style feedback taol as a pilot where you can provide quick
responses to the questions posed in the papers, as well as providing comments on open-ended questions.

This pilot is i you'd like fo. very user fiiendly! The link is here, please complete by 9am on the day of the meefing (or earlier if possible) so that responses can be collated

Pulse check:
To get your feedback on how these changes are working, 1 vill be joined by Stuar Wallace to listen 1o your response to the trial tovrards the end of the meeting, as vrell as to receive any additional suggestions and comments regarding progress on issues raised

Optional agenda item: price proposal - trade waste and hackflow charges
For memibers interested in busi an additional [ to backflow charges will be aired from 2 15-2:45pm.

A paper on ihis topic is included as the last paper in the aftached GCRG Meeting pack. Attendance at this session is optional however please advise whether you will be joining or not by email by 5pm, 4 April 2024 here or when you complete the optional response tool / survey mentioned above.

Don't hesitate to be in contact ahead of ime if needed, otherwise have an excellent Easter long weekend and looking forvard to seeing you at Parramatta on Monday 3 April

Thanks and regards
Abigail

Abigail Goldberg FAICD FPIA, Chair and Dirsctor
T- 0404 021 552
E: infofooldberablaise.com.au

Phase 5

CCRG Subgroup involved in Phase 5 planning meeting with Sydney Water and Kantar

Phase 4
CCRG members observe phase 4 customer sessions
Online and in person customer engagement sessions

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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CCRG Subgroup involved in review of Phase 5 materials

Phase 5 Out of Session meetings
2 X Out of session meetings held with CCRG Member Douglas McCloskey on 7/7/23 & 9/11/23 — Online

CCRG subgroup members attend phase 5 rehearsal sessions for

Member Name

Representation

Day 1 Rehearsal

Day 2 Rehearsal

Day 3 Rehearsal

Day 4 Rehearsal

6 Nov 2023 13 November 20 November 28 November
Rydges Central 2023 2023 2023)
Raddison Blu Rydges Central | Raddison Blu
Anna Bacik Community Member Attended Attended
Mary Karras Ethnic Communities Attended Attended Attended Attended
Council
Douglas PIAC Attended Attended
McCloskey

Phase 5 Customer Engagement (Deliberative Panel) sessions with CCRG members attending as observers.

Member Name | Representation Day 1 Sat Day 2 Sat Day 3 Sat Day 4 Sun
11/11/2023 18/11/2023 25/11/2023 3/12/2023
Rydges Rydges Rydges Rydges
Parramatta Parramatta Parramatta Parramatta

Douglas PIAC Attended Attended Attended

McCloskey

Mary Karras Ethnic Communities Attended

Council
Ross Williams Local Govt Association Attended

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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Phase 6 Planning Day

Member Name

Representation

Sitting Fees for Attendance at Phase 6 Planning
Day

7 December 2023

Rydges Central

1 | Anna Bacik Community Member | Attended

2 | Inaara Jindani Community Member | Attended

3 | Ross Williams Local Govt Attended
Association

Phase 6
CCRG Subgroup involved in Phase 6 Planning meeting with Sydney Water and Kantar
Member Name Representation Attendance at Phase 6 Planning Day
7/112/2023
Rydges Central
1 Anna Bacik Community Member Attended
2 Inaara Jindani Community Member Attended
3 Ross Williams Local Govt Association Attended

CCRG subgroup involved in review of materials

Phase 6 — Rehearsals (Rydges Central)
CCRG subgroup members attend phase 6 rehearsal sessions for Day 1, Day 2, Day 3 and Day 4

Name

Member Representation

Day1- |Day2- |Day3- | Day4-
1/2/24 12/2/24 | 20/2/24 | 26/2/24
Rydges Central

Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -
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1 | Inaara Community Member Did not Did not Did not Attended
Jindani attend attend attend

2 | Mary Ethnic Communities Council Did not Attended | Attended | Attended
Karras attend

3 | Douglas PIAC Attended | Attended | Attended | Attended
McCloskey

Phase 6 - Customer Engagement (Deliberative Panel) Sessions (Rydges Parramatta)
CCRG members observe phase 6 customer engagement sessions

Member | Representation | Day 1—10/2/24 | Day 2 —18/2/24 | Day 3 — 24/2/24 | Day 4 — 3/3/24
Name Rydges Parramatta

1 | Narelle Community Attended Attended Attended Attended
Brown Member

2 | Inaara Community Did not attend Did not attend Did not attend Attended
Jindani Member

3 | Mary Ethnic Did not attend Did not attend Attended Attended
Karras Communities

Council

4 | Douglas PIAC Did not attend Attended Attended Attended
McCloskey

5 | Ross Local Govt Did not attend Did not attend Attended Did not attend
Williams Association
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