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= Received ~ 3mthsroll ave (1) Customer Service Requests (IV) CSR Duplicate rate
1500
0%
1000 35% (V) Customer Satisfaction ian Cu ithin 15 mins (Urgent CSRs)
500 20% 80% Average 100%
73
Sep24 Dec24 Mar 25 Jun2s Sep2s 0%
Sep24 Dec24 Mar 25 Jun2s Sep25
40% 50%
m Received  Closed (1) Complaints Received 20%
100 Refer to council specific commentary. 0% 0%
50 Sep24 beczd Mar2s Junzs Sep2s Oct24  Dec24  Feb2s Apr25  Jun25  Aug2s
0 | 1
Sep24 Dec24 Mar 25 Jun2s Sep25 Refer to council specific commentary.
Received ~ 3mths roll ave (In) Compliments Received
15

Sep24  Nov24  Jen25 Mar25 May25 Jul25  Sep2s

1500
30
1000
20
Network .
Incidents
Faults 500
10
o o
September 2024 November 2024 January 2025 March 2025 May 2025 July 2025 September 2025 September 2024 November 2024 Jenuary 2025 March 2025 May 2025 July 2025 September 2029
J
B A
Water WW Overflows Water WW Overflows
B Median M Target M \edian M Target B Median M Target M Median M Target
HCC PCC SWDC UHCC wee HCC PCC SWDC UHCC wce HeC pPcc swoc UHCC wce Hec pcc swoc UHCC wee
15 15 N 8
DIA .
FYTD 10 10 DIA 6
Median FYTD
Attendance Median 4 4
o Resolution
times s s o
Urgent imes 2 .
(hrs) Urgent
o N N - :
o 4
Refer to council specific commentary.
Refer to council specific commentary.
J
M Median M Target
20
600
15
DIA
FYTD Leaks 400
Median 10 repaired
Attendance
. 200
s
(days) ol m— - EE - '
oo bec Swoe e ) September 2024 November 2024 January 2025 March 2025 May 2025 July 2025 september 2025 |
N\ \
M Median M Target
20
15 1000
DIA
FYTD
q Backlo
Median 0 9
. (CSRs)
Resolution 500
5
(days) 0 - - - !
Hee peC Swoc ) September 2024 November 2024 January 2025 March 2025 May 2025 July 2025 September 2025
-
Refer to council specific commentary.
Insights Refer to council specific commentary.
/

*Also note that Report provides a snapshot in time. Analysis Date: 18/11/25
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Water

= Received ~ 3mthsroll ave (1) Customer Service Requests
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(1). Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.

(11). Customer complaints increased compared to the previous
month.

(1. 2 compliments were recorded this month

(IV). The duplicate rate for WCC decreased this month to 37%.
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September Operations Report* - WCC
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NETWORK OPERATION
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tomer satisfaction this month was 67%, with no change from the previous month.

(VI). This month, urgent customer contact within 15 minutes remained well above target.
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@. There has been a slight increase in reported network faults compared to the previous month. |
@. The number of incidents are unpredictable and can vary significantly from month to month
@. Attendance for urgent jobs is slightly outside the targeted timeframes for water, while remaining within targets for wastewater overflows.
@. Resolution for urgent jobs is within the targeted timeframes. |
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®. Attendance for non-urgent jobs is slightly outside the targeted timeframes. |
®. Resolution for non-urgent jobs is slightly outside the targeted timeframes.
@. The number of leaks repaired has slightly decreased compared with the previous month.
®. The backlog has slightly increased compared with the previous month. J

*Also note that Report provides a snapshot in time. Analysis Date: 09/10/25
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NETWORK OPERATION

= Received ~ 3mthsroll ave (1) Customer Service Requests (IV) CSR Duplicate rate
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6 (IV). The duplicate rate for HCC decreased this month to 24%. (V1). This month, urgent customer contact within 15 minutes remained above target.
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@. There has been a slight increase in reported network faults compared to the previous month. |
@. The number of incidents are unpredictable and can vary significantly from month to month
. Attendance for urgent jobs is within the targeted timeframes.
@. Resolution for urgent jobs is within the targeted timeframes. |
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®. Attendance for non-urgent jobs is within the targeted timeframes. |
®. Resolution for non-urgent jobs is within the targeted timeframes.
Insights @. The number of leaks repaired has slightly decreased compared with the previous month.
®. The backlog has slightly increased compared with the previous month. J

*Also note that Report provides a snapshot in time. Analysis Date: 09/10/25
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Received ~ 3mths roll ave (1) Customer Service Requests
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(1). Customer Service Requests show a recurring seasonal

pattern, with peaks during the drier months when leaks are more

noticeable and likely to be reported.

(11). Customer complaints were consistent with the previous
Received 3 mths roll ave (1) Compliments Received  month.

B (11). 0 compliments were recorded this month

(IV). The duplicate rate for PCC decreased this month to 19%.
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September Operations Report* - PCC
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NETWORK OPERATION
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(V). Customer satisfcation this month was 69%, with a notacible increase from previous months.
(VI). This month, urgent customer contact within 15 minutes remained well above target.
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@. There has been a slight increase in reported network faults compared to the previous month. |
@. The number of incidents are unpredictable and can vary significantly from month to month
. Attendance for urgent jobs is within the targeted timeframes.
@. Resolution for urgent jobs is within the targeted timeframes. |
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®. Attendance for non-urgent jobs is within the targeted timeframes. |
®. Resolution for non-urgent jobs is within the targeted timeframes.
@. The number of leaks repaired has slightly increased compared with the previous month.
®. The backlog has slightly increased compared with the previous month. J

*Also note that Report provides a snapshot in time. Analysis Date: 08/10/25



“ Wellington
Water

Received ~ 3mths roll ave (1) Customer Service Requests (IV) CSR Duplicate rate

150

100 30%
50 20%
0

January 2025
January 2025 May 2025 September 2025

May 2025 September 2025

u Received 1 Closed (1) Complaints Received

10
” Il” Il
AN 1 (I |

September 2024 January 2025 May2025  September 2025

(1). Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.

(1) Compliments Received  (1: Customer complaints increased from the previous month.

Received ~ 3mths roll ave (111). 0 compliments were recorded this month
2 (IV). The duplicate rate for UHCC increased this month to 26%
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September Operations Report* - UHCC
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(V). Customer satisfaction this month was 45%, down from the previous month with customers mainly dissatisfied with response to
non-urgent jobs.
(VI). This month, urgent customer contact within 15 minutes remained well above target.

&

Incidents

DIA
FYTD
Median

Resolution

times -
Urgent
(hrs)

4
3
2
1 @
0
September 2024 November 2024 January 2025 March 2025 May 2025 July 2025
)
B
Water WW Overflows
M Median M Target M Median M Target
FY22/23 Fy23/24 Fra4/zs | Fy25/26YTD Fy22/23 Fy23/24 Fr2af2s | FY25/26¥TD

IS

@
3
2 @
1
0 0
J

@. There has been a slight increase in reported network faults compared to the previous month.
@. The number of incidents are unpredictable and can vary significantly from month to month

@. Resolution for urgent jobs is within the targeted timeframes.

@. Attendance for urgent jobs is slightly outside the targeted timeframes for wastewater overflows, while remaining within targets for water.
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®. Attendance for non-urgent jobs is within the targeted timeframes. |
®. Resolution for non-urgent jobs is within the targeted timeframes.
Insights @. The number of leaks repaired has signifcantly increased compared with the previous month.
®. The backlog has slightly decreased compared with the previous month. J

*Also note that Report provides a snapshot in time. Analysis Date: 09/10/25



Wellington September Operations Report* - SWDC
“ Water NETWORK OPERATION OUP
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(11). Customer complaints decreased compared to the previous
Received 3 mths roll ave (1) Compliments Received  month.

(). 0 compliments were recorded this month. (V). Only two customers were surveyed in September and expressed dissatisfaction with Wellington Waters response.

10 (V). The duplicate rate this month decremsed o 13% (V). This month, urgent customer contact within 15 minutes remained well above target.
0s
00
December 2024 March 2025 June 2025
80 3
60
@ 2
20
Network
Incidents
Faults 1 @
20
9 [
July2024  September 2024 November2024  January2025  March 2025 May 2025 July2025  September 2025 November 2024 January 2025 March 2025 May 2025 July 2025
)
N N\
Water WW Overflows Water WW Overflows
B Median M Target M \edian M Target B Median M Target M Median M Target
Fy22/23 Fy23/24 Fr2a/25 | FY2s/z6vTD Fv22/23 Fy23/24 Fv2a/25 | Fy25/26YTD FY22/23 FY23/24 FY24/25 | FY25/26YTD FY22/23 Fy23/24 FY24/25 | FY25/26YTD
15
8
10
DIA
FYTD DIA 6 0

FYTD
Median
Resolution

times - B
Urgent 2 @ @
e N = . L

Median

15
10
Attendance
times - o0
Urgent 05 ®
(hrs) .
0.0 0.0

@. Reported network faults remained consistent with the previous month.
@. The number of incidents are unpredictable and can vary significantly from month to month

@. Attendance for urgent jobs is within the targeted timeframes.
@. Resolution for urgent jobs is within the targeted timeframes.
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®. Attendance for non-urgent jobs is within the targeted timeframes.
®. Resolution for non-urgent jobs is within the targeted timeframes.

Insights @. The number of leaks repaired has slightly increased compared with the previous month.
®. The backlog has slightly increased compared with the previous month. )
#Also note that Report provides a snapshot in time. Analysis Date: 08/10/25



