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Our area of
operations
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95% of
properties
served are
households
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\We provide services to 630,000
people in 272,088 properties

5%_ are Home Renting 87% live in 13% live in
businesses or oWners freestanding apartments,
industry houses flats and units

75,000 properties receiving
stormwater drainage services.
Around one third of our water
and wastewater customers
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Our vision
and purpose

HUNTER
WATER

Water is life.
We are creating a
sustainable water

future for all.
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Our Corporate Strategy: e
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Our system is vulnerable to drought
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Customer engagement underpinning our pricing proposal
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« Built upon several years of ongoing engagement

» Proposal shaped by insights from almost 9,000 customers, community and stakeholders.

Confirm
& Validate

Develop Customer

Performance

Vulnerability standards &
) rebates Costs of various

service levels Report Card
Explore Relative Deliberate Seek views on Close
Lower Hunter Customer i importance price
Water Security e journey Expectations & & trade off structures the |00p

experiences Collaborate and

seek consensus
on a cost-service
level package

Confirm pricing
proposal reflects
customer and
community
views

Plan mapping
Appetite for
participation in
decision-making

Customer Quarterly
experience community STAGE 1
monitoring survey Jul - Nov 2022

STAGE 3 STAGE 4 STAGE 5
Nov 2023 - Mar 2024 May 2024 Aug 2024

Submit pricing proposal to IPART September 2024
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We will deliver six outcomes that will create long-term valve WATER
for our customers, commuvunity and the environment \~"/

High quality

Ovutcome Progress

services
High quality services

Our pricing proposal
will deliver six key outcomes
for customers. These reflect Environmentally (v

the expectations and priorities sustainable %@

of our customers and
community.

Value for money, and affordable

Valve for
money, and
affordable

Water security
Great customer service

Environmentally sustainable

Community- oy

Community-focused

[ @]
ol B
focused W
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Customers are experiencing cost-of-living challenges
and it’s a priority to keep bills as low as possible

43% identified their
financial situation as
just meeting basic
expenses or don't have
enough to meet basic
EXPenses

IPART Public Hearing | Hunter Water

31% of customers told
us they struggled to pay
either their water bill or
another bill (electricity,
gas, phone/internet,
mortgage or rent) on
time over the past year

We help around 1,300
customers each year
who are experiencing
temporary or permanent
financial vulnerability and
need assistance with their
bills
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We’ve challenged ourselves 1o keep bills as low as possible

Prioritising investment to
spend only what is essential

Taking on more risk in areas
we can monitor and adapt

HUNTER
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Including an ambitious cost
efficiency target
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Excluding the Belmont Desalination Plant, our proposed HunTER
expenditure is about the same as in the current pricing period \ ~/
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Proposed operating expenditure

WATER
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Water prices need to increase to ensure we can continue to deliver
reliable, high-quality water services and secure the region’s water future g4

>/

Water usage - $ per kL 2.89 3.19 4.40

Water service (per dwelling or 20mm meter) - $ per year 27.58 42.52 102.30
We listened to our customers

House 789.18 804.84 851.83 WhO Support_ed PUttlng m_OSt Of
the water price increase in the

Apart t 730.00 768.25 818.68 .

barmen variable charge

Proposed stormwater prices 2024-25 2025-26 2029-30

House 97.04 111.79 170.81

Apartment 35.91 41.37 63.21

Small non-residential property area 97.04 111.79 170.81

Very large non-residential property area 6,404.36  7,378.03 11,272.73 All prices are shown ‘before inflation
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What this means for typical residential customer bills
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Water and wastewater (without inflation) Water, wastewater and stormwater (without inflation)
1,597
1,455 1,526 ’ 1 682 1,767
1313 1,384 ’ 1,597 ’
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2024-25 2025-26 2026-27 2027-28 2028-29 2029-30 2024-25 2025-26 2026-27 2027-28 2028-29 2029-30

m Wastewater service M Water service m Water usage W Wastewater service W Water service

Water usage Stormwater

A typical household is three to four people who own their home, live in a house and
have a mid-range water use (146kL per year)

IPART Public Hearing | Hunter Water




Other household types |
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>/

Small Household

Water and wastewater (without inflation) Water and wastewater (without inflation)
0 . 4oy 1088 1142 1196 1.230 1,304 5.2%
g 728 761 795 828 861 894 4.2% @ = SER YEAR
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m Wastewater service mWater service mWater usage W\Wastewater service WWaler service W Water usage

Large Household

Water and wastewater (without inflation)

2.116 2230
1,886 2003 6.1%

PER YEAR

1,657 1,772

2024-25 2025-26 2026-27 2027-28 2028-29 2028-30

$ per year

m Wastewater service mWater service mWater usage
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We have strengthened our
overall support for customers

Enhancing how
we proactively
identify factors that
could affect people
experiencing
vulnerability

Additional
ovtreach
and other
awdareness
raising
activities

Almost double the
number of water
avdits to help find
leaks and provide
advice on ways to
save water

IPART Public Hearing | Hunter Water

Figure 4.17: Our customer assistance programs

Easy Pay

Make your bills more manageable
with smaller regular payments such
as weekly, fortnightly or manthly,

Payment extension

If wou need mare time to pay your bill,
we can extend the date your bill is
due to be paid,

Medical concessions

We understand that haemadialysis
patients need to use large amounts of
water at hame. We provide a free
water allowance of up to

250 kilolitres (kL) per year.

Community Days
We attend various local events, such as:
+  Seniors Expo
*  Hunter Homeless Connect
= Bring Your Bills Day
»  Sgoial Housing Qutreach Day
+  Disability Expo

[ e
Centrepay

CentrePay

A valuntary bill paying service which is
free for Centrelink customers. You can use
Centrepay to arrange regular deductions
fram your Centrelink payment.

Pensioner rebates

Customers can apply for discounts en
their bills if they cwn and occupy property
and haold either a Pensioner Concession
Card ar Department of Veteran's Affairs
Gold Card.

Help fixing plumbing problems

We may be able to assist if yoou own and
accupy your home and are unable to
afford essential plumbing repairs.



THANK YOU

Any questions?

Call

1300 657 657, weekdays 8am-5pm
1300 657 000, 24 hours, seven days
Translation service: 13 14 50

Head Office
36 Honeysuckle Drive
Newcastle NSW 2300

Email
enquiries@hunterwater.com.au

Mail

Hunter Water
PO Box 5171
HRMC NSW 2310

Connect
hunterwater.com.au
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