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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 
2021 

CAC meeting 
(online) 
 

Agenda included Customer 
Engagement - World Class Water 
Services – Run through of focus group 
activities proposed for upcoming 
customer engagement program 
 

Agenda 

 

 
18 Nov 
2021 

CAC meeting 
(online) 
 

Agenda included update on ‘World 
Class Water Services - Customer 
Engagement phase 1 review and 
results’ 
 

 

 



        
Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -        Page 2 of 40 

 
 

 
17 March 
2022 

CAC meeting 
(online) 
 

Agenda included discussion on 
regulatory and strategic update: 

• IPART Regulatory Reform 
• Update on upcoming Customer 

Engagement program 
• Update and discussion on 

reshaping the Community 
Advisory Committee 
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29 March 
2022 

Email Following meeting presentation pack 
was sent to the CAC. 
 
Presentation pack included details on: 

• IPART Regulatory Reform 
• Update on upcoming Customer 

Engagement program 
• Update and discussion on 

reshaping the Community 
Advisory Committee 

 

 
May 2022 CAC meeting 

(online) 
Agenda included: 

• 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. 
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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 
 

 
 
 

 
 
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) 
 
 
 

 
 
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 CCRG Meeting Customer Engagement framework and 
update 
 
Price proposal update 
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14/2/2023 Email to full 
CCRG 
 

CCRG: Customer Engagement Draft 
Phase 2 report and appendices for 
feedback 
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16/2/2023 Email to full 
CCRG 

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

 
16/2/2023 Email to full 

CCRG 
CCRG: Customer Engagement Phase 
3 workshop dates for Observers 
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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 
 

 
15 March 
2023  

CCRG 
Subgroup 
meeting 
 

Our Water Our Voice – Developing the 
Customer Engagement summary 
document 

 
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 

14th 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 
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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 
2023 

Email to full 
CCRG 

Phase 3 Customer Engagement 
Business Mini Focus Groups (On-line 
sessions)  
 
 
 

 
20 March 
2023 

 

Phase 3 
Customer 
Engagement 
Business Mini 
Focus Groups 
(On-line 
sessions)  
 
 

Mini focus groups with small to 
medium sized businesses. 
 

 CCRG attendance as observers: 
 
Narelle Brown attended both session evening online sessions on 20 March 2023 
 
•  Session 1: 5:30 – 7:00pm 
•  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  

• 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 

Price proposal update (included 
workshop with the CCRG on customer 
outcomes and draft metrics) 
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17 April 
2023  

Email to CCRG 
subgroup 

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

CCRG 
Subgroup 
meeting 

Planning for Customer Engagement 
Phase 4 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
17 May 
2023 

Email to CCRG 
subgroup 

CCRG Subgroup Phase 4 Customer 
Engagement - Follow up 

Attachments 

• DCE Phase 4 feedback 
• Phase 4 qual – proposed 

approach – cool green spaces 
• Phase 4 qual – proposed 

approach – tariffs 
• Phase 4 qual – proposed 

approach – waterway health 
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Jun 2023 CCRG Meeting Meeting focus on 
 

• Our Water, Our Voice Customer 
engagement update 

• Engaging customers on future bill 
increases 

• Our payment assistance program 
• Price proposal update 
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15 June 
2023 

Email to all 
CCRG members 

Customer Engagement Phase 4 
Forums - Dates for CCRG Observers 

 
19 June 
2023 

Email to all 
CCRG members 

CCRG Comments: Phase 4 
Deliberative Forums Session Plan and 
Stimulus 
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28 June 
2023 

Email to all 
CCRG members 

CCRG Story in "Waterwrap" 

 
4 July 2023 Email to full 

CCRG 
CCRG: Customer Engagement Phase 
4 - Session Plan and Stimulus Pack 
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7 Aug 2023 CCRG Meeting Our Water, Our Voice Customer 
engagement update  
 
Price proposal update 
Operating Licence Review 
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7 August 
2023 

Email to 
subgroup 
members 

CCRG Customer Engagement Phase 
5 - Next steps 

 



        
Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -        Page 19 of 40 

 
 

15 August 
2023 

Email to 
subgroup 
members 

CCRG: Pre reading pack for Customer 
Engagement Phase 5 Planning 
workshop on Thursday 17 August 

 
17 August 
2023 

Phase 5 
Planning 
Workshop 

Customer Engagement Phase 5 
Planning Workshop with Sydney Water 
and Kantar  (Research Partner) 

CCRG Attendees 
 

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 

 
31 August 
2023 

Email to CCRG 
subgroup 

CCRG: Phase 5 Session Plans for 
Review 
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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 

 
6 Sept 2023 Email to 

subgroup 
CCRG: Phase 5 Customer 
Engagement subgroup input - Update 

 



        
Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -        Page 22 of 40 

 
 

11 Sept 
2023 

Email to CCRG 
subgroup 

CCRG: Phase 5 Customer 
Engagement - Rehearsal sessions 

 
14 Sept 
2023 

Email to CCRG 
subgroup 

CCRG: Update on Phase 5 
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27 Sept 
2023 

Email to full 
CCRG 

CCRG: 9 October 2023 - Additional 
Information 

 
Oct 2023 CCRG Meeting Our Water, Our Voice Customer 

engagement update  
 
Workshop: Customer Outcomes 
 
Price proposal workshop - Affordability 
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16 Oct 2023 Email to CCRG 
Subgroup 

CCRG: Phase 5 update 

 
24 Oct 2023 Email to CCRG 

subgroup 
Phase 5 customer engagement 
materials - for review by COB 
Thursday 26 October 
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27 oct 2023 Email to CCRG 
subgroup 

CCRG: Phase 5 Customer 
Engagement - Dates 

 
31 Oct 2023 Email to CCRG 

subgroup 
CCRG: Day 2 customer engagement 
content for review - (Part A) 
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31 Oct 2023 Email to CCRG 
subgroup 

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

 
31 Oct 2023 Email to CCRG 

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

 
31 Oct 2023 Email to CCRG 

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

 
2 Nov 2023 Email to 

Mary Karras 
Anna Bacik 

Agenda - Customer Engagement 
Phase 5 Day 1 Rehearsal 
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7 Nov 2023 Email to CCRG 
subgroup 
members 

Customer Engagement Phase 5 
materials for review - Update 

 
8 Nov 2023 Email to CCRG 

subgroup 
members 

Phase 5 - Day 3 material for review 
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14 Nov 
2023 

Email to CCRG 
subgroup 
members 

Phase 5 - Day 4 material for review 

 
Nov 2023  Phase 5 rehearsal sessions  

CCRG subgroup members attend phase 5 rehearsal sessions for 
Member Name Representation Day 1 Rehearsal 

6/11/2023 
Rydges Central 

Day 2 
Rehearsal 
13/11/2023   
Raddison Blu 

Day 3 Rehearsal 
20/11/2023 
Rydges Central 

Day 4 Rehearsal 
28/11/2023 
Raddison Blu 

Anna Bacik Community Member Attended Attended   

Mary Karras Ethnic Communities 
Council 

Attended Attended Attended Attended 

Douglas McCloskey PIAC  Attended Attended  
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24 Nov 
2023 

Email to CCRG 
subgroup 
members 

Phase 5, Day 3 Our Water Our Voice 
 
 

 
Nov 2023 CCRG Meeting Our Water, Our Voice Customer 

engagement update 

 
28 Nov 
2023 

Email to CCRG 
subgroup 
members 

Phase 5, Day 4 Our Water Our Voice 
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30 Nov 
2023 

Email to CCRG 
subgroup 
members 

Phase 5 Day 4 Prevent Pollution 

 
5 Dec 2023 Email to CCRG 

subgroup 
members 

CCRG Phase 6 Customer 
Engagement Planning Day - Our Water 
Our Voice - 7 Dec 2023 - Rydges 
Central 
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13 Dec 
2023 

Email to CCRG 
subgroup 
members 

CCRG: Phase 6 Customer 
Engagement Session Plan for Review 
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25 Jan 2024 Email to CCRG 
subgroup 
members 

Phase 6 - Our Water Our Voice - 
Customer Engagement - Day 1 
materials for review 
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29 Jan 2024 Email to CCRG 
– non subgroup 
members 

Phase 6  - 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 
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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 

 
19 Feb 
2024 

CCRG Meeting CCRG meeting focus on price proposal 

 



        
Summary of CCRG Involvement in Customer Engagement - Our Water Our Voice -        Page 36 of 40 

 
 

21 Feb 
2024 

Email to CCRG 
subgroup 
members 

Phase 6 - Our Water Our Voice - 
Customer Engagement - Revised Day 
3 materials 

 
23 Feb 
2024 

Email to CCRG 
subgroup 
members 

Phase 6 - Our Water Our Voice - 
Customer Engagement - Day 4 
materials for review 
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8 April 2024 CCRG meeting Focus on Customer Engagement and 
Customer Outcomes Chapter of the 
Price Proposal 

 
 
 
 
 
 
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 
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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 
6 Nov 2023 
Rydges Central 

Day 2 Rehearsal 
13 November 
2023   
Raddison Blu 

Day 3 Rehearsal 
20 November 
2023 
Rydges Central 

Day 4 Rehearsal 
28 November 
2023) 
Raddison Blu 

Anna Bacik Community Member Attended Attended   

Mary Karras Ethnic Communities 
Council 

Attended Attended Attended Attended 

Douglas 
McCloskey 

PIAC  Attended Attended  

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

 Member Name Representation Day 1 Sat 
11/11/2023 
Rydges 
Parramatta 

Day 2 Sat 
18/11/2023 
Rydges 
Parramatta 

Day 3 Sat 
25/11/2023 
Rydges 
Parramatta 

Day 4 Sun 
3/12/2023 
Rydges 
Parramatta 
 

 Douglas 
McCloskey 

PIAC Attended  Attended Attended 

 Mary Karras Ethnic Communities 
Council 

  Attended  

 Ross Williams Local Govt Association  Attended   
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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 
Association 

Attended 

 
 
 
 
 
Phase 6  
CCRG Subgroup involved in Phase 6 Planning meeting with Sydney Water and Kantar 
 

 Member Name Representation Attendance at Phase 6 Planning Day  
7/12/2023 
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 
 

 Member 
Name 

Representation Day 1 – 
1/2/24 

Day 2 – 
12/2/24 

Day 3 – 
20/2/24  

Day 4 – 
26/2/24 

Rydges Central 
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1 Inaara 
Jindani 

Community Member Did not 
attend 

Did not 
attend 

Did not 
attend 

Attended 

2 Mary 
Karras 

Ethnic Communities Council Did not 
attend 

Attended Attended Attended 

3 Douglas 
McCloskey 

PIAC Attended Attended Attended Attended 

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

 Member 
Name 

Representation Day 1 – 10/2/24  Day 2 – 18/2/24  Day 3 – 24/2/24  Day 4 – 3/3/24  
Rydges Parramatta 

1 Narelle 
Brown 

Community 
Member 

Attended Attended Attended Attended 

2 Inaara 
Jindani 

Community 
Member 

Did not attend Did not attend Did not attend Attended 

3 Mary 
Karras 

Ethnic 
Communities 
Council 

Did not attend Did not attend Attended Attended 

4 Douglas 
McCloskey 

PIAC Did not attend Attended Attended Attended 

5 Ross 
Williams 

Local Govt 
Association 

Did not attend Did not attend Attended Did not attend 

 
 


