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Reporting Date: 4th September 2025
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 *Also note that Report provides a snapshot in time. Analysis Date: 17/09/25
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(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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August Operations Report* - Regional

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.
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 *Also note that Report provides a snapshot in time. Analysis Date: 08/09/25
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①.There has been a recent decrease in reported network faults.
②. The number of incidents are unpredictable and can vary significantly from month to month.

③.  Currently just outside the set target, there has been a notable improvement in attendance times compared to FY23/24. This positive influence is largely attributed to the reduced backlog allowing us to respond quicker.
④.  Progress in resolving urgent jobs is within the targeted timeframes

⑤. Despite not meeting the target for Non Urgent jobs, we are now seeing a stabilisation in attendance times.
⑥.  Despite not meeting the target for Non Urgent jobs, we are now seeing an overall upwards trend in resolution times.

⑦.  There has been a slight increase in leaks repaired over the past two months.
⑧.  The backlog has remained stable in recent months.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints decreased compared to the previous
month.
(III). 1 compliments were recorded this month.
(IV).  The duplicate rate for WCC increased this month to 41%.

(V).  Due to technical issues, the distribution of Customer Satisfaction Surveys was delayed. As a result, we have not yet received a
sufficient number of responses to generate a reliable rate for this month.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.

Incidents

DIA
FYTD
Median
Attendance
times -
Urgent
(hrs)

DIA
FYTD
Median
Resolution
times -
Urgent
(hrs)

DIA
FYTD
Median
Attendance
times
Non-
Urgent
(days)

DIA
FYTD
Median
Resolution
times
Non-
Urgent
(days)

Insights

■ Median     ■ Target

■ Median     ■ Target

Leaks
repaired

Backlog
(CSRs)

December 2024 April 2025 August 2025

40%

50%

August 2024December 2024 April 2025 August 2025

200

400

600

August 2024December 2024 April 2025 August 2025

0%

50%

100%
Target - 70%

August 2024December 2024 April 2025 August 2025

20%

40%

60%

80% Average

 ①

 ⑦

■ Median     ■ Target
Water WW Overflows

■ Median     ■ Target■ Median     ■ Target
Water WW Overflows

■ Median     ■ Target

Network
Faults



August Operations Report* - HCC
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 *Also note that Report provides a snapshot in time. Analysis Date: 08/09/25

July 2024 September 2024 November 2024 January 2025 March 2025 May 2025 July 2025

0

200

400

Insights

FY 22/23 FY 23/24 FY 24/25 FY 25/26 YTD

0

5

10

③

FY 22/23 FY 23/24 FY 24/25 FY 25/26 YTD

0.0

0.5

1.0

1.5

③

FY 22/23 FY 23/24 FY 24/25 FY 25/26 YTD

0

2

4

6

8

④

FY 22/23 FY 23/24 FY 24/25 FY 25/26 YTD

0

10

20

30

④

August 2024 October 2024 December 2024 February 2025 April 2025 June 2025 August 2025

0

2

4

6

8

10

12

②

FY 21/22 FY 22/23 FY 23/24 FY 24/25 FY 25/26 YTD

0

10

20

30

⑤

FY 21/22 FY 22/23 FY 23/24 FY 24/25 FY 25/26 YTD

0

10

20

30

40

⑥

August 2024 October 2024 December 2024 February 2025 April 2025 June 2025 August 2025

0

100

200

September 2024 November 2024 January 2025 March 2025 May 2025 July 2025

0

100

200

300

⑧        

①. There has been a recent decrease in reported network faults.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance within SLAs for urgent jobs is within the targeted timeframes.
④.  Progress in resolving urgent jobs is within the targeted timeframes

⑤. Progress in attending to non-urgent water jobs is within the targeted timeframes.
⑥.  Progress in resolving non-urgent water jobs is within the targeted timeframes.

⑦.  There has been a slight increase in the number of leaks repaired over the past two months.
⑧. The backlog has stabilised over the past six months.

HCC

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints increased from the previous month.
(III). 1 compliments were recorded this month.
(IV).  The duplicate rate for HCC increased this month to 26%.

(V).  Due to technical issues, the distribution of Customer Satisfaction Surveys was delayed. As a result, we have not yet received a
sufficient number of responses to generate a reliable rate for this month.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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August Operations Report* - PCC
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 *Also note that Report provides a snapshot in time. Analysis Date: 07/09/25
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⑧        

①. There has been a recent decrease in reported network faults.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance within SLAs for urgent jobs is within the targeted timeframes.
④.  Progress in resolving urgent jobs is within the targeted timeframes for wastewater; however, it is outside the target for potable water.

⑤. Progress in attending to non-urgent water jobs is within the targeted timeframes.
⑥.  Progress in resolving non-urgent water jobs is outside the targeted timeframes.

⑦.  There has been a large decrease in leaks repaired over the past two months.
⑧.  The backlog has stabilised over the past four months.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate

0

10

20

■ Received  ■ Closed

August 2024 December 2024 April 2025 August 2025

0

1

2

■ Received       3 mths roll ave

August 2024 December 2024 April 2025

╴

■ Received       3 mths roll ave╴

(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints increased from the previous month.
(III). 1 compliment was recorded this month.
(IV).  The duplicate rate for PCC increased this month to 45%.

(V).  Due to technical issues, the distribution of Customer Satisfaction Surveys was delayed. As a result, we have not yet received a
sufficient number of responses to generate a reliable rate for this month.
(VI).  This month, urgent customer contact within 15 minutes remained above target.
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August Operations Report* - UHCC
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 *Also note that Report provides a snapshot in time. Analysis Date: 05/09/25
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⑧        

①. There has been a recent decrease in reported network faults.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance within SLAs for urgent jobs is within the targeted timeframes.
④.  Progress in resolving urgent jobs is within the targeted timeframes

⑤. Progress in attending to non-urgent water jobs is within the targeted timeframes.
⑥.  Progress in resolving non-urgent water jobs is within the targeted timeframes.

⑦.  There has been a large decrease in leaks repaired over the past six months.
⑧.  Over the past three months, the backlog has began to raise

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints decreased from the previous month.
(III). 2 compliment was recorded this month.
(IV).  The duplicate rate for UHCC increased this month to 17%

(V).  Due to technical issues, the distribution of Customer Satisfaction Surveys was delayed. As a result, we have not yet received a
sufficient number of responses to generate a reliable rate for this month.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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August Operations Report* - SWDC
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 *Also note that Report provides a snapshot in time. Analysis Date: 05/09/25
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⑧        

①. There has been a recent decrease in reported network faults.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance within SLAs for urgent jobs is within the targeted timeframes for Portable Water.
④.  Progress in resolving urgent jobs is within the targeted timeframes for Portable Water

⑤. Progress in attending to non-urgent water jobs is within the targeted timeframes.
⑥.  Progress in resolving to non-urgent water jobs is within the targeted timeframes.

⑦.  This month, there has been a significant decrease in leaks repaired.
⑧.  There has been a slight increase in the backlog.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints decreased compared to the previous
month.
(III). 0 compliments were recorded this Month.
(IV).  The duplicate rate this month increased to 12%

(V).  Due to technical issues, the distribution of Customer Satisfaction Surveys was delayed. As a result, we have not yet received a
sufficient number of responses to generate a reliable rate for this month.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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